STATE OF MISSOURI
DEPARTMENT OF REVENUE
REQUEST FOR PROPOSAL {RFP)

SOLICITATION/OPPORTUNITY (OPP} NO.:|RFPSDOR220036 IREQ NO.:l
TITLE: Location License office|JOPlin License Office IBUYER:lTira Ronimous
155UE DaTE:|12/08/2022 | PHONE NO.: [(573) 751-2145

| | .

EMAIL: ITara.Ronimous@dor. mo.gov
RETURN PROPOSAL NO LATER THAN: | 12/21/2022 | AT 2:00 oM centRAL TIE (END DATE)

RFP RESPONSE MUST BE SUBMITTED ELECTRONICALLY THROUGH MissouriBUYS. https://missouribuys.mo.gav/

MAILED, COURIER, OR HAND-DELIVERED RFP RESPONSE WILL NOT BE ACCEPTED.

CONTRA.CT PERIOD: Effective Date of Contract through five {5) years,

DELIVER SUPPLIES/SERVICES FOB (Free On Board) DESTINATION TO THE FOLLOWING ADDRESS:

DELIVER SUPPLIES/SERVICES DELIVER SERVICES FOR:

FOB (Free on Board) DESTINATION TO: Department of Revenue
P.0O.Box 311

Joplin, MO lefferson City, MO 65105

The vendor hereby declares understanding, agreement and certification of compliance to provide the items and/or services, at the prices quoted, in
accordance with all requirements and specifications contained herein and the Terms and Conditions Request for Proposal {Revised 11/09/2022.) The vendor
further agrees that the language of this RFP shall govern in the event of a conflict with his/her proposal. The vendor further agrees that upon receipt of an
authaorized purchase order from the Department of Revenue or when a Notice of Award is signed and issued by an authorized official of the State of Missouri,
a binding contract shall exist between the vendor and the State of Missouri. The vendor shall understand and agree that in order for their proposal to be
considered for evaluation, they must be registered in MissouriBUYS. If not registered at time of proposal opening, the vendor must register in MissouriBUYS
upon request by the state immediately after proposal opening.

SIGNATURE REQUIRED
VENDOR NAME MissouriBUYS System 10 (See vendor profile — main information screen}
BCFO Titleworks Inc 147830

MAILING ADDRESS
620 W. Republic Rd. ste. 107
CITY, STATE, ZIP CODE
Springfield, MO 65807

CONTACT PERSON EMAIL ADDRESS

Breanna Gonzalez joplin@bcfo.org

PHONE NUMBER FAX NUMBER

(417) 623-9700 (417) 623-9703

VENDOR TAX FILING TYPE WITH IRS (CHECK ONE)

/ Corporation |Individual State/Local Government | IPartnership Sole Proprietor IRS Tax Exempt
AUTHORIZEDLSIGNATURE DATE
weanna Laoa Gongaleg 12119/2022

PRINTED NAME ¢ O/ TITLE
Breanna Lea Gonzalez Contract License Office Manager




RFPSDOR220036

Page 2

The following documents are incorporated into the REP by reference. It is recommended that each vendor request a copy of the state
agency's policies and procedures as outlined elsewhere herein. If awarded the contract, the most current policies and procedures must
be fellowed throughout the length of the contract and may be found on the Department of Revenue's Intranet, which is accessible ta

license offices.

BOEE L s e e T e R A S S e Introduction and General Infarmation

PAFED ... oosipias it e seecs b i e L el T o0 S Scope of Work

ParE 3 eanivins L s s s e GONITECEUA] Regquiremenits
Part4..... ...... B e a4 b e eesesne st s e senensnsensneses PIOPOSA| Submission Information

Terms-aid Condmans o i T R T Request for Proposal

EXHIBITS A ~ F;

The Exhibits are fillable forms designed to be completed and submitted electronically. It shall be the sole responsibility of the vendar ta

complete the Exhibits.

Persannel, Method of Performance, Experience, and Training ................ccco.o.... veennes EXhiibit A
. Exhibit B

..... ....Exhibit D
Maotor Vehicle Registration and Tax Clearance Authorization and Release (requires signature) .......oceenirnnns Exhibit E

NSRS =, (1 111)1 4 o

VENADT SEALUS ©..oovs e ssssisssesssssssressensnrmsss s st asnnn
Missouri Service-Disabled Veteran Business Enterprise |

SOVE) Preference ..o
Business Entity Certification, Enroliment Documentation, and Affidavit of Work Authorization.

Anti-Discrimination Against Israel Act Cortifieation .o

ATTACHMENTS 1 — 8:

The vendor is advised that Attachments exist to this document which provide additional information and instruction. It shall be the sale
responsibility of the vendor to review the Attachments. The vendor shall not be relieved of any responsibility for performance under the

contract due to the failure of the vendor to review the Attachments,

Additional Contractual Requirements for License OFFICE oot st eene e e A EACHMIENT 1

License Office Processing Fees.......coovisnn,
Liquidated Damages ..............oooo..e.
Technology REqUITBmBALS oot
Evaluation Element, Points Possible, and Explanation...
Other State CONTACES ...oerse oo
Contract License Office Manager. ..o

If the vendor provides any "personal information” as defined in Section 105,1500, RSMo concerning an entity exempt from federal
income tax under Section 501(c) of the Internal Revenue Code of 1986, as amended, the vendor understands and agrees that it is
voluntarily choosing to seek a state contract and providing such information for that purpose. The state will treat such personal

information in accord with Section 105.1500, RS,

S st e s ALTACMIENT 2
csttren s s ALEEChMENT 3
SRS OOROPIONY <\ v~ o 1) 1 =1

e Attachment 5
DRI -\ - Toi 3|1 4-11141 -

..... eumnsss snnssssnns s brnns punensansamannnnnnis haesneranes dittBCHMENT 7
seemmrremsrnnneesnscess Altachment 8
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INTRODUCTION AND GENERAL INFORMATION
introduction:

This RFP canstitutes a request for competitive, sealed proposals for the provision of quality customer service and office
management services in the most effective and efficient manner possible to serve individuals seeking motor vehicle and
driver licensing services in the geographic location listed in Attachment 1.

RFP Questions;

Questions and issues relating to the RFP must be directed to the buyer listed on page 1. It is preferred that questions be
emailed to the buyer.

It is the vendor’s responsibility to ask questions, request changes or clarifications, or otherwise advise the Department of
Revenue if the vendor believes that any language, specifications, or requirements are: (1) ambiguous, (2) contradictory or
arbitrary, (3) violate any state or federal law or regulation, (4} restrict or limit the requirements to a single source, or (5)
restrict or limit the vendor’s ability to submit a proposal.

a. Vendors and their agents (including subcontractors, employees, consultants, or anyone else acting on their
behalf) must direct all of their questions or comments regarding the RFP, the evaluation, etc., to the buyer of
record indicated on the first page of this RFP. Vendors and their agents may not contact any other state employee
regarding any of these matters during the solicitation and evaluation process. Inappropriate contacts are grounds
for suspension and/or exclusion from specific procurements.

All questions and issues should be submitted no [ater than ten (10) calendar days prior to the due date of the proposals

listed on page 1. if not received prior to ten (10} days before the proposal due date, the Department of Revenue may not
be able to fully research and consider the respective questions or issues,

Upon the Department of Revenue’s consideration of questions and issues, if the Department of Revenue determines that
changes are necessary, the resulting changes will be included in a subsequently issued RFP addendum(s); absence of such
response indicates the questions and issues were considered but deemed unnecessary for a RFP addendum. All vendors
will be advised of any change to the RFP’s language, specifications, or requirements by a formal addendum to the RFP, There
will be no separately posted question/answer document.

The only official position of the State of Missouri shall be that which is contained in the RFP and any addendums thereto.
Background Information:

The Department of Revenue has over one hundred and seventy (170) independent contracts for license office management
and operation throughout the State of Missouri.

a. The Department of Revenue determines the transaction types that each license office processes.

b. The Department of Revenue determines the number of and required location for all license offices within the
State of Missouri and may add, eliminate, or change location requirements of license offices at any time,

¢. In addition to the independent contracts, the Department of Revenue offers vehicle titling, registration, driver
licensing, and other services at its Central Office in the Harry § Truman State Office Building in Jefferson City,
Missouri, as well as by mail, Vehicle registration is available over the Internet (https://dor.mo.gov/motsr-
vehicle/plates/renewal.html} or through the Department’s license plate renewal call center. The number of and
type of services via the Internet are subject to change at any time, as determined by the Department of Revenue.

d. The Department of Revenue may, in the future, allow dealers to collect tax on vehicles which the dealers sell and
appoint dealers to process the corresponding title and registration transactions.

Additional information is available regarding the Department of Revenue and its license offices as follows:

a. Department of Revenue and its functions — https://dor.mo.gov/

b. License office information:
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1) Attachment 1 contains information about the current license office.

2}  Llicense office locations may be found at https://dor.mo.gov/license-cffice-locator/.

Documents relating to any of the license office contracts, as well as any other contracts listed in the RFP may be
viewable upon request.

Other Contracts — The State of Missouri has contracts as summarized below that impact license offices. The contractors
and contract terms are subject to change as a result of any subsequently completed procurement(s) and contract award(s).

E-Payment Services, — This contract is an electronic payment vendor used to process credit and debit card
payments, including those received by the Department of Revenue and license offices and other electronic
payments that integrate Internet electronic payment acceptance. Per the terms of the contract, the electronic
payment vendor collects a surcharge or convenience fee from each paying license office customer.

Digitized Image Driver License Document System, - This contract is for a Central Issue (CI) driver license document
system for the Departrment of Revenue, also referred to as the Missouri Electronic Driver License system (MEDL),
and expires June 21, 2026.

Temporary Registration Permits — This contract is to manufacture temporary motor vehicle, trailer, and
motorcycle registration permits. Per the terms of the contract, the vendor takes, fulfills, and ships orders for the
permit from the Department of Revenue, license offices and automobile dealers, including invoicing and
payments. The price is set by the vendor each year. All charges related to this section are the responsibility of the
contractor,

Banking Services ~ The Missouri State Treasurer and the Department of Revenue contracts for depository services
for the collection of state and non-state funds. The contractor provides a remote deposit system and all
necessary equipment to prepare and transmit imaged deposits {checks, money orders) collected at the license
office to the designated state account.

Vendors may contact the Department of Revenue for a copy of the state agency’s policies and procedures at the address
below. The procedures and the documents may not be printed, copied, or shared with others.

LICENSE OFFICES BUREAU
P.0. BOX 629
JEFFERSON CITY, MO 65105

Although an attempt has been made to provide accurate and up-to-date information, the State of Missouri does not warrant
or represent that the Background Information provided herein reflects ali relationships or existing conditions related to this

RFP,

END OF PART ONE: INTRCDUCTION AND GENERAL INFORMATION
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SCOPE OF WORK:

This section of the RFP includes the scope of work and provisions that shail govern the contract after RFP award. The
contents of this section includes mandatory provisions that must be adhered to by the state agency and the contractor
unless changed by a contract amendment.

General Requirements:

The contractor shall provide quality customer service and office management services in the most effective and efficient
manner possible to serve individuals seeking motor vehicle and driver licensing services in the geographic location listed in
Attachment 1 for the Department of Revenue (hereinafter referred to as the state agency} in accordance with the provisions
and requirements stated herein. The contractor shall understand and agree that failure to comply with any of the mandatory
requirements may result in the cancellation or termination of the contract. The contractor must:

Operate a license office under the contractor name as identified on the Notice of Award issued by the state
agency.

Prohibit discrimination against recipients of services on the basis of race, color, religion, national origin, sex,
disability, age, or sexual arientation.

Manage the license office and ensure the performance of alf required duties in the collection of motor vehicle
and marine sales and use taxes; the processing of title transactions, motor vehicle and marine registrations; and
driver licenses under the provisions of Missouri law, including, but not limited to, Section 136.055, RSMo,
Chapters 32, 115, 144, 301, 302, 303, 306, 307, 643, and 700.

1) The contractor must fully comply with all state agency policies, procedures, and statutes and shall not
be relieved of any responsibility for performance under the contract due to failure to review current
state agency policies, procedures, and statutes, including, but not limited to:

(A) The processing of transactions — The state agency may review transactions processed by the
contractor for accuracy and compliance.

(B) Mailing of shipments — The contractor shall submit each day’s shipment at the expense of
the contractor to the state agency in a form and method specified by the state agency.

{C) Securing data and equipment — Ensure the integrity of user identifications and passwords for
access to the state agency systems to process transactions.

(D) Fraud prevention — The contractor shall use reasonable diligence to detect and prevent fraud
and shall immediately report any instance of fraud or suspected fraud.

Communicate with the state agency by:

1) Responding to any request by the state agency for information, documentation, or action within the
deadline specified by the state agency or the contractor must request an extension in writing prior to
the deadline. iIf no deadline is given, the contractor must respond by the close of business on the third
(3rd) business day after the request was sent by the state agency. Failure of the contractor to comply
may result in the assessment of liquidated damages as specified on Attachment 4.

2) Keeping all communications between the contractor or license office personnel and the state agency
professional. Any communications regarding license office business from the contractor or license office
personnei to customers or other entities must be completed in a positive, professional manner that
promotes good public relations. The contractor’'s communications shall not present the state agency
and/or other license offices in a negative image. Communications may include but are not limited to:
social media posts including text or photographic images, email, letters, or other written
communications, or tefephone or other oral communications.

Communications regarding other license offices or the state agency should be kept professional and must be
completed in a professional manner that promotes good public relations and does not intentionally harm another
license office’s image or reputation,
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Contractor — The contractor is an independent contractor and shall not represent the contractor or the contractor’s
employees to be employees of the State of Missouri or an agency of the State of Missouri, and shall not include any state
seal, state agency or department name, or state official’'s name on any contractor provided materials, including but not
limited to printed materials, advertisements, social media, letterhead, fax coversheets, logos, etc.

a.

The contractor must follow all state and federal laws and obtain all required insurance under the contractor name
as awarded.

The contractor shall assume all legal and financial responsibifity for the facilities, utilities, operating costs, and
the contractor's employee’s salaries, taxes, FICA, employee fringe benefits, workers compensation, employee
insurance, minimum wage requirements, overtime, etc., and agrees to indemnify, save, and hold the State of
Missouri, its officers, agents, and employees, harmless from and against any and all loss; cost {including attorney
fees); and damage of any kind related to such matters except as otherwise required by law.

The contractor shall not change the contractor’s business organization type or operating structure, including the
Contract License Office Manager, as defined in Attachment 3, owners, or officers, except as otherwise specified
herein. If the business organization type or operating structure changes, the state agency must be notified
immediately and such change may result in the termination or cancellation of the contract.

The contractor shall not change their Federal Employer Identification Number {FEIN) associated with the license
office without prior written consent from the state agency and the Office of Administration.

Upon request by the state agency, and within three (3) business days of the request, the contractor must provide
the state agency with its legal and binding operating agreement, partnership agreement, bylaws, or other similar
document indicating, at a minimum, the following:

1) All members, partners, officers, individuals, and entities with an ownership interest in the entity that
has been named in the contractor's awarded proposal, and their respective ownership interests; and

2) The specific level of authority which each member, partner, officer, individual, or entity with an
ownership interest in the entity as named in the contractor's awarded proposal has to act on behalf of
the contractor.

3) If no such document exists, the centractor must indicate that it is a sole proprietorship or provide any
additional legal and binding documentation establishing the roles of these with an ownership interest
in the entity as named in the contractor's awarded proposal.

4} If the entity as named in the contractor’s awarded proposal is owned in whole or any part by another
entity, upon request by the state agency, and within three (3} business days of the request, contractor
must provide the state agency with the legal and binding operating agreament, partnership agreement,
bylaws, or other similar document of each ownership-interest holding entity indicating all members,
partners, officers, individuals, and entities with an ownership interest, their respective ownership
interests in the entity that has an ownership interest in the entity that has been named in the
contractor’s awarded proposal, and the specific level of authority which each member, partner, officer,
individual, or entity with an ownership interest in the entity as named in the contractor's awarded
proposal has to act on behalf of the contractor.

5) Failure to provide the information within the period specified or if the information does not match what
was originally named in the contractor’s awarded proposal, the state agency may seek any and all
remedies available including, but not limited to, cancellation or termination of the contract.

The contractor shall understand and agree that the sole compensation for services provided through this contract are as
stated on Attachment 2 in accordance with Section 136.055, RSMo. The contractor shall not charge more than what is stated
on Attachment 2 in accordance with Section 136,055, RSMo. Estimated License Office Contractor Transaction Counts and

Processing Fees may be found at hitp://dor.mo.gov/contact/.

a.

The pracessing fees are subject to legislative changes. The State of Missouri does not ensure or guarantee that
any new or replacement license office operation will have comparable transaction volumes as the current license
office.
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b. The contractor shall be responsible for all costs associated with the provision of services including;
implementation of services (personnel, training, opening, etc.), transition of services, contractor-provided
equipment, and materials specified herein, etc.

Property of State — The contractor shall agree and understand that all applications, state-owned hardware, software, files,
audit copies, records, documentation, reports, and data, furnished, or completed by the contractor as a requirement of the
contract and all inventory furnished by the state agency shall be the property of the State of Missouri and shall include all
rights and interests for present and future use or sale as deemed appropriate by the state agency.

a. No reports, documentation, or materials prepared, including the prograrm(s) developed as required by the
contract, shall be used or marketed by the contractor or released to the public without the prior written consent
of the state agency.

Upon the state agency’s authorization to proceed with services, the contractor shall provide the state agency with any
requested additional information and details regarding the contractor’s license office operation,

a. The contractor must provide the state agency with an original, completed and notarized Credit and Asset
Verification Form (Form 5418), dated within thirty (30) calendar days of the state agency's authorization to
proceed with services. The amount authorized shall include ail offices awarded to the contractor. The state
agency shall have the right to cancel the contract immediately if the contractor is unable to provide Form 5418
in compliance with this requirement.

1) For example, if one entity currently has two license offices which require asset verification of $50,000
each ($100,000 total}, and they bid on a third (3rd) license office which requires asset verification of
$50,000, if the vendor is awarded the bid they will be required to provide Form 5418 showing at least
$150,000 in credit or assets to satisfy this requirement.

The contractor shall understand and agree that all state agency policies and procedures are incorporated into the contract
by reference and must be referred to and followed in all aspects of the contractual requirements herein by the contractor.
Failure to follow state agency policies and procedures may result in assessment of liquidated damages as specified in
Attachment 4 and/or the cancellation of the contract as well as any other remedies available to the state, Failure to follow
all policies and procedures may adversely impact the evaluation of future license office bid submissions. A copy of the state
agency policies and procedures applicable to license office operations will be provided to the contractor. Procedures and
policies shall not be printed, copied, or shared with anyone other than approved license office personnel. it is the
contractor’s responsibility to remain up-to-date on all policy and procedure changes made thereafter, The contractor shall
not be relieved of any responsibility for performance under the contract due to failure to review the state agency’s policies
and procedures and state statutes and rules.

The contractor shall agree and understand that processing or permit fees shall hereinafter collectively be referred to as
“contractor fees”.

The contractor shall perform services in accordance with the requirements of the contract and the commitments made in
the contractor’s awarded proposal.

Transition of License Office Operations:

License Office Facility and Location — No later than ten (10) calendar days after the state agency issues the notice to proceed
with services, the contractor must provide the state agency with the proposed license office location as required in
Attachment 1. See Section 2.4.4 regarding License Office Relocation.

Implementation of Services — Upon the state agency’s authorization to proceed with services, the contractor shall wark with
the state agency, the preceding contractor identified in Attachment 1, and any other organizations designated by the state
agency to ensure a professional, orderly, and timely transition of services and responsibilities under the contract and to
ensure the continuity of license office services required by the state agency.

a. Contract Compliance - The contractor shall be in compliance with all contract requirements and commitments
identified in the contractor’s awarded proposal no later than thirty {30) business days after the state agency’s
authorization to proceed with services or opening date of the office as specified by the state agency, whichever
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is later. The contractor shall assign a contract compliance representative with authority to act on behalf of the
contractor in all matters related to the management of the contract,

b. Personnel - The contractor must employ and provide a minimum number of personnel as approved by the state
agency to cover at least one half of the state agency provided workstations prior to an opening date being set by
the state agency. If the state agency has determined that no state agency approved personnel have previous
license office experience, training shall be required before an opening date will be set by the state agency. The
contractor shall have thirty (30) calendar days after the opening date to provide sufficient staff to operate
workstations in a manner consistent to meet any proposed wait time or other transactional wait times required
herein, as well as during peak hours. (The peak hours will be determined by the contractor using the Titling and
Registration Intranet Processing System (TRIPS) to generate peak flows in customer fransactions.} All state
provided workstations shall be manned during the fast seven (7) business days of each month. All driver licensing
workstations must be manned on days in which the closest highway patrol examination station is providing
testing services.

c. Opening:

1) The contractor must open and operate the license office by no later than the time frames outlined
below, unless otherwise approved by the state agency.

{A) If the license office will be located at a location other than the license office location identified
on Attachment 1, the contractor must open the license office by no later than forty-five (45)
business days after the state agency's authorization to proceed with services.

(B} If the license office will continue to operate at the location identified on Attachment 1, the
contractor must open the license office by no later than thirty {30) business_days after the state
agency’s authorization to proceed with services.

(C) The contractor’s license office operations may cease only for three (3) business days to
transition from the preceding contractor to the contractor, unless otherwise approved by the
state agency.

(D) If the license office identified on Attachment 1 is closed at time of award, the contractor must
work with the state agency to expedite opening within the time frame specified by the state
agency.

(E} If the preceding license office contract will not expire beyond the time frames stated above, the
contractor must take possession of the office by 1:00 p.m. of the official end date of the
preceding contract and must open the office within the time frame stated above,

2} The contractor shall not open the license office or begin providing services until authorization to open
has been obtained from the state agency.

3} After opening the license office, if requested by the state agency, the contractor shall allow the
preceding contractor identified on Attachment 1 to have supervised access to review any records
needed in order to reconcile the closing inventory.

d. Records:

1) The contractor must accept the audit copies and records of transactions from the turrent contractor
identified on Attachment 1 and shall secure and maintain such records in accordance with the state
agency’s confidentiality, record retention, and destruction requirements,

Contractor Personnel:

License Office Personnel Requirements — The contractor shall agree and understand that part of the state agency's mission
is to provide excellent customer service to all license office customers; having experienced, well-trained staff helps facilitate
such. Therefare, at a minimum, the contractor must:
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a. Provide sufficient staff to operate all state-owned equipment, in addition to driver license workstations, during
peak hours, other times demonstrated by customer wait times, last seven (7} business days of each month, and
the closest highway patrol testing days.

1} The peak hours will be determined by the contractor using the Titling and Registration Intranet
Processing System (TRIPS} to generate peak flows in customer transactions.

b. Provide sufficient staff to perform all office duties and functions required by the state agency to maintain
appropriate wait times. If the state agency determines that wait times are unreasonable, upon request of the
state agency, the contractor shall provide additional personnel. The contractor shall understand and agree that
offices that process fewer than 1,200 driver license transactions each year are not required to staff both the
motor vehicle and driver license workstations at the same time, except as stated in 2) below.

1) Minimum Dress Code - License office staff must adhere to the minimum dress code as described in
Attachment 3.

2} Commercial Driver License (CDL) Testing and Commercial Learner’s Permit (CLP) Standards (49 CFR Parts
383, 384, 385) Final Rule requires that two (2} individuals process CDL transactions, one {1} to process
the transaction and one (1) to be the second {2nd) reviewer before the transaction is finalized.
Accordingly, if the contractor processes CDL transactions, the contractor must use at least two (2)
trained license office personnel to process CDL transactions. If the contractor does not have two (2}
such trained personnel available in the license office, the cantractor may not process CDL transactions.

C. Provide customer service that takes care of the customer's needs by providing and delivering professional,
helpful, high quality service and assistance before, during, and after the customer's transaction needs are met.

d. Ensure that license office personnel do not have personal cell phones at the counter when processing license
office transactions.

e. Post the state agency form disclosing the minimum hourly wage as specified on Exhibit A of the contractor’s
awarded proposal for which points were awarded, in a non-public work area visible to all personnel. The state
agency reserves the right to verify the minimum hourly wages paid by the contractor by any means appropriate
including, but not limited to, the following:

1) Requesting and obtaining payroll records for all previous and current personnel;

2) Requesting and obtaining any other records that would provide verification to hourly wages of all
) license office personnel; and

3} Communicating with any previous and current personnel.
f, Follow all state and federal laws.
g. Assign a Contract License Office Manager, as defined in Attachment 3, with authority to act on behalf of the

contractor in all matters related to the contract, and provide the state agency with the individual’s name, title,
direct phone number, and email address.

1) The role of Contract License Office Manager includes maintaining professional and courteous
relationships with the contractor, other license office personnel, Missouri Department of Revenue
personnel, customers, and other stakeholders. A Contract License Office Manager shall commit to
providing accuracy, courtesy, and respect of time for all customers.

2} A Contract License Office Manager shall ensure license office personnel are trained to process
transactions, provide customer service, and comply with the state agency policies and procedures and
related federal, state, and local statutes and regulations. A Contract License Office Manager will also be
responsible for daily monitoring of license office personnel performance to ensure accuracy and to
detect and deter fraud.

3) A Contract License Office Manager represents and acts as an agent on behalf of the contractor in all
duties and responsibilities regarding the operations of the license office. The contractor shall he held
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accountable for the license office personnel and the Contract License Office Manager’s performance,
actions, and compliance with contractual and legal requirements.

4) A Contract License Office Manager will respond and take corrective action to audit findings and in
response ta Field Coordinator findings of deficiencies in contractual or legal obligations.

5) Once an individual is named as a Contract License Office Manager in a bid proposal for a contract by a
vendor, they cannot be named as Contract License Office Manager by the same vendor in any other bid
proposals until the contract is finally awarded.

6) Once an individual is named as a Contract License Office Manager of an awarded contract, they cannot
be named as a Contract License Office Manager in any other awarded contracts, or in any further bid
proposals, while remaining in the capacity of a Conitract License Office Manager, unless it is for the rebid
of the license office which the current Contract License Officer Manager manages. An exception may be
made, based on the required operating hours listed on Attachment 1 for each location proposed or
under contract, and the percent of hours identified on Exhibit A Section B-6 of the RFP, or the
corresponding documentation of an awarded contract to determine the allocation of hours worked by
the Contract License Office Manager.

7} Additional requirements and expectations regarding the duties and commitments of a Contract License
Office Manager can be found in Attachment 8, which are hereby incorporated into the contract by
reference.

23.2  Authorized License Offices Access — The contractor shall submit to the state agency all required documents for individuals
as required by state agency policies and procedures. The contractor shail not give the contractor’s individual employees
access to any state agency records or systems until approval is received from the state agency.

Tax, Vehicle Registration, Confidentiality, and Background Security Clearance ~ The state agency has zero
tolerance for failure to comply with the requirements below, including the contractor, any named officers of the
contractor, including, but not limited to, the officers identified in Exhibit A, Section D-3 Officer{s), and license
office personnel, Any such failure shall be considered a breach of contract and subject to available remedies,
including contract cancellation. The contractor shall:

1) Timely file and pay, each year as required, or at the frequency required by each applicable taxing entity,
all state and federal income, sales, withholding, corporate, and any other required Missouri taxes,
including interest and additions to tax in their business(es) and personal name and spouse’s name, if
married and filing a joint return;

2) Pay all sales tax and personal property tax, and properly title all motor vehicles, trailers, vessels, and
outboard motors owned, co-owned, or leased by such entity or person and their business{es), unless
otherwise exempt by law; and

3) Be of good moral character and pass an initial and, if required, an annual name or fingerprint criminal
record check completed by the Missouri State Highway Patrol as identified in Section 43.530, RSMo.
Fingerprint checks are required for any license office personnel processing or second reviewing driver
or non-driver license transactions. The determination of passing the criminal record check shall be made

by the state agency.

2.33 US. Authorized Personnel ~ The contractor shali only employ personnel authorized to work in the United States in
accordance with applicable federal and state laws. This includes but is not limited to the lllegal Immigration Reform and
Immigrant Responsibility Act (IIRIRA) and the Immigration and Nationality Act (INA} Section 274A.

a.

If the contractor is found to be in violation of this requirement or the applicable state, federal, or local laws and
regulations, or if the State of Missouri has reasonable cause to believe that the contractor has knowingly
employed individuals who are not eligible to work in the United States, the state shall have the right to cancel
the contract immediately without penalty or recourse and suspend or debar the contractor from doing business
with the state. The state shall have the right to withhold, by ACH debit to the contractor’s fee account, up to

twenty-five percent (25%) of the total amount of the contractor’s fees collected during the time the individual(s)
was employed.
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b. The contractor shall agree to fully cooperate with any audit or investigation from federal, state, or local law
enforcement agencies, including the state agency as requested.

C. If the contractor meets the definition of a business entity as defined in Section 285.525, RSMo pertaining to

Section 285.530, RSMog, the contractor shall maintain enrollment and participation in the E-Verify federal work
authorization program (see https://www.e-verify gov ) with respect to the employees hired after enrollment in
the program who are proposed to work in connection with the contracted services included herein,

1) Enroll and participate in the E-Verify federal werk authorization program {see https.//www.e-
verify.gov/) with respect to the employess hired after enroliment in the program who are proposed to
work in connection with the services required herein; AND

2) Provide to the state agency the documentation required in Exhibit D (Business Entity Certification,
Enrollment Documentation, and Affidavit of Work Authorization} affirming the contractor’s enrollment

and participation in the E-Verify federal work authorization program (see https://www.e-verify.gov/);
AND

3) Submit to state agency a completed, notarized Affidavit of Work Autharization provided in Exhibit D
(Business Entity Certification, Enrollment Documentation, and Affidavit of Work Authorization).

Anti-Discrimination Against Israel Act Certification Exhibit Instructions Regardless of company status or number of
employees, the vendor is requested to complete and submit the applicable portion of Exhibit F (Anti-Discrimination Against
Israel Act Certification} with their response. Pursuant to Section 34.600, RSMo, if the vendor meets the Section 34.600

R5Mo, definition of a “company” and the vendor has ten (10) or more employees, the vendor must certify in writing that
the vendor is not currently engaged in a boycott of goods or services from the State of Israel as defined in Section 34.600

RSMo, and shall not engage in a boycott of goods or services from the State of Israel, if awarded a contract, for the duration
of the contract. The applicable portion of the exhibit must be submitted prior to an award of a contract.

Subcontracting ~ For purposes of the contract, a subcontractor is an individual or business entity that contracts to perform
part or all of the obligations of another's contract. Subcontracting is not allowed with regard to any service that is required
as part of the contract, unless prior written approval is granted by the state agency.

a. The contractor shall not use subcontracts for anything other than what is specified below:

1) For supporting products or other services {such as office cleaning personnel, maintenance and repair
personnel, IT staff, payroll and human resource services, etc.}, but must include appropriate provisions
and contractual obligations to ensure the subcontractor is aware the State of Missouri is indemnified,
saved, and held harmless from and against any and all claims of damage, loss, and cost (including
attorney fees) of any kind related to a subcontract. The contractor:

{A) Shall assume and be solely responsible for all legal and financial responsibilities related to the
execution of a subcontract including, but not limited to, ensuring the subcontractor abides by
all state and federal laws regarding employment of lawfully present individuals;

(B) Shall remain responsible for providing the services as described and set forth herein; and

(€} Must obtain the state agency’s prior written approval for personnel provided via a subcontract
and provide documentation as required by the state agency policies and procedures.

b. Pursuant to subsection 1 of Section 285.530, RSMo, no contractor or subcontractor shall knowingly employ, hire
for employment, or continue to employ an unauthorized alien to perform work within the state of Missouri. In
accordance with Sections 285.525 to 285.550, RSMo, a contractor or subcontractor of any tier shall not be liable
when such contractor or subcontractor contracts with its direct subcontractor who violates subsection 1 of
Section 285.530, RSMo, if the contract binding the contractor and subcontractor affirmatively states that the
contractor received a sworn affidavit under the penalty of perjury attesting to the fact that the subcontractor’s
employees are lawfully present in the United States.

c. The state agency reserves the right to request replacement of any subcontracted personnel. The state agency’s
decision shall be final and without recourse and may be based on documentation in addition to what the
contractor provides.
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d. The state agency may annually require the contractor to obtain the state agency’s approval in order to continue
to allow access to the public customer service working area and any non-public working area of the license office
to such personnel provided via a subcontract.

Training and Meeting Requirements — The contractor must ensure license office personnel are trained to process
transactions, provide customer service, and comply with the state agency policies and procedures and related federal, state,
and local statutes and regutations. Contract License Office Manager shall be trained on day-to-day business operations,
including but not limited to processing voids, inventory control, deposits, preparing shipments, etc. If requested by the state
agency, the contractor’s personnel shall complete competency testing administered by the state agency. The contractor's
failure to ensure staff are properly trained and educated in state agency policy and procedure may result in the cancellation
of the contract.

a. If the state agency has any required training, the contractor shall agree and understand that the training sessions
may be held online, regionally, or in Jefferson City, Missouri, at the discretion of the state agency.

b. All license office personnel must participate in any in-person, online trainings, and webinars required and
provided by the state agency throughout the effective period of the contract.

c. The contractor must provide annual customer service training and cultural divarsity training to all license office
personnel and maintain documentation regarding the training dates and attendees.

d. The contractor shall be responsible for the cost of all required training and education for license office personnel
to effectively and correctly perform the requirements of the contract,

e. The contractor must require new employees to complete any trainings as outlined in state agency policies and
procedures, and any job shadowing as proposed in Exhibit A, Section A-2. If the contractor proposes any job
shadowing, the new employee and seasoned employee must complete Form 5915 (self-certification of training
completion). Hours may be accrued over a six {6) month period of time from date of hire.

Non-Compete — The contractor shall understand and agree that the state services provided pursuant to the terms and
conditions of this contract, and the manner in which license office transactions are performed, are not trade secrets,
proprietary information, or confidential information that is personal to any one contractor. The contractor’s business
documents must not contain any non-compete provision in any way related to the state services provided pursuant to the
terms of this contract; and the contractor's employees must not be required, in any way, to enter into a non-compete
agreement in return for employment, or continued employment, within the license office.

State Agency Communications - The contractor must disseminate state agency communications intended for license office
personnel to all license office personnel and ensure employees affected by the state agency communication comply within

any timeframe required by the state agency communication or by state agency policies and procedures.

Location and Security:

License Office Location — The contractor shall provide an office location that must be clean, organized, smoke-free, and
adequately heated and air conditioned each day for the duration of the contract. The location shall:

a. Be Jocated within the geographic location specified on Attachment 1, unless atherwise approved by the state
agency in writing;

b. Not be a personal residence;

c. Comply with the Americans with Disabilities Act Amendments Act of 2008 (ADAAA) and Missouri Human Rights
Act, and all regulations promuigated thereunder. (see Code of Federal Regulations {CFR), Title 28, Parts 35 and
36);

d. Have access to a restroom for personnel use with adequate plumbing that meets or exceeds health department

standards, including hot water and any other restroom facilities as stated in Exhibit A, Section B-1 of the
contractor’s awarded proposal;
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1) If the contractor proposed to provide, and points were awarded for, a restroom located in the
contractor’s license office that will be avaiiable to the public, such restroom must be cleaned on a daily
basis and must be functioning with little to no closure during the regular business hours.

e. Provide access for delivery of inventory by a semi-tractor trailer; and

f. Provide parking:
1) For customers within the immediate proximity of the license office;
2) For disabled customers as required by the ADAAA; and

3) Which, to the extent possible, should be:
(A) Off-street with easy access in and out;
{8) Free of charge; and

(C) A solid surface (paved, asphalt, etc.).

g. Sighage:

1} A sign identifying the license office must be visible from the nearest public street, unless otherwise
approved by the state agency.

2) The license office name and the days and hours of operation must be displayed near the entrance of
the office and shall be professional and not printed on a piece of paper and taped in the window.

3) All office signs must provide clear, legible text and be approved by the state agency prior to installation
and be permanent and professional. Vinyl signs are only acceptable during the first sixty (60) calendar
days of a location being opened unless approved by the State agency in writing.

4) Any replacement sign(s) must be approved by the state agency prior to placement.

h. The contractor must paint walls or replace flooring at additional times if the state agency determines the area

has deteriorated beyond acceptable state standards.

i. If at any time during the contract the state agency determines the license office location has fallen into disrepair
and requires repairs such as painting, flooring, etc., the contractor must make the state agency required repairs
within thirty (30) days of written notification from the state agency.

2,42  Alternate License Office Location — Within ten (10} calendar days from the date of authorization to proceed, if the contractor
is unable to identify a suitable location within the city limits as specified in Attachment 1, the contractor may request
approval of an alternate location in writing in accordance with this section.

a. The alternate location must be within five (5) miles from one of the following:

1} The current license office location;

2) If there is no current license office location, the most recent location of the license office; or

3) if there is no recent license office location, the city hall or as close to the center of the city as possible.
b. The contractor must provide detailed, substantive proof demonstrating that:

1) The contractor made reasonable efforts to identify an acceptable location within city limits; and

2) A suitable location meeting all contractual requirements within city limits does not exist; or
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3) It would be cost prohibitive to purchase or lease property within the city limits and that the cost to
purchase or lease outside city limits is significantly less; or
4) The proposed alternate Jocation outside city limits will better serve motor vehicle and driver licensing
customers when compared to available locations within city limits.
c. The state agency reserves the right to reject any requested alternate location if the {ocation is beyond the

distance requirements in subsection a, or if the contractor fails to provide adequate substantive proof as required
by subsection b, or may be based on information in addition to what the contractor provides. The state agency’s
decision shall be final and without recourse.

d. Unless approved in writing by the state agency, this section shall not modify or extend any of the deadlines
established under 2.2 Transition of License Office Operations.

2.43  License Office Size and Floor Space - The contractor’s license office space must consist of the areas listed below. Refer to
Attachment 1 for the minimum square footage requirements and recommendations.

a. Customer waiting area with, at a minimum, seating for customers who are elderly or have a disability. Seating
must be made of sturdy construction with arms for individuals to easily rise out of.

b, Customer service working area:

1) The contractor must provide a customer service counter or a desk of sturdy construction for each
workstation, as defined below. In the customer service working area, state equipment should not be
placed directly on the floor.

(A) A motor vehicle workstation currently consists of a computer and printer, although one (1)
printer may be shared between two (2} workstations, document scanners may be provided for
each workstation in the future and space should be available to accommodate.

(B) A driver license workstation currently consists of a computer, printer, document scanner, vision
machine, camera, and signature tablet. A camera, vision machine, and signature tablet may be
shared between workstations.

(C) At a minimum, one {1} driver license workstation must accommodate customers who are
elderly or have a disability and may need to be seated during transaction processing and shall
meet ADAAA requirements,

c. Inventory storage area:

1) Must accommodate and store the license office inventory {refer to Section 2.9 — Inventory for a listing
of the items deemed as “inventory”).

2) May be used for storing offices supplies and other items related to transaction processing (e.g..
unmailed shipments, undeposited state monies, surrendered driver or nondriver licenses, unexpired
surrendered license plates, etc.).

3) Must be a lockable storage unit, stationary safe that is securely affixed to a non-movable surface, walk-
in safe, vault, room, closet, cabinet, or a combination therein that is separate from the customer waiting
area and located within the license office.

4) Must be locked during non-operating hours and must not be accessible to the public.

2,44  license Office Relocation — The contractor must obtain the state agency’s written approval of any change in the license
office Jocation prior to the relocation of the license office.

a. The contractor shall be responsible for all moving or relocation expenses, including advertising expenses and
those relating to moving all state provided and contractor owned items, excluding driver license workstation
equipment as specified on Attachment 1, which shall be moved by the state agency's designee.
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b. Offices shall not be closed more than two {2) business days for an office relocation, unless otherwise approved
by the state agency.

245  License Office Security System and Cameras — The contractor must protect the license office and its contents with a security
system and security cameras. The security system and cameras must be installed, operational, and connected to a surge
protector prior to opening the license office. The security system and cameras must comply with the following:

a. Security System:

1)

Must be activated at ail times the office is closed for business;

2) Must be able to detect entry through all windows and doors that are entryways into the license office;

3} Must, when available in the community, provide the means to notify local law enforcement, the
contractor, and any other necessary individuals should a breach of security occur when the office is
closed for business; and

4) Must be repaired or replaced immediately if the security system becomes inoperable.

b. Security Cameras:

1) The license office must be equipped with security cameras to fully view all areas of each entrance to
the license office, customer service waiting area, customer service working area, any non-public
working areas, and all entrances to the inventory storage area;

2) Must be repaired or replaced immediately if the security cameras becomes inoperable;

3) The contractor must maintain a minimum of the last sixty (60) calendar days of recorded video;

4) Each security camera must be:

{A) Operational at all times the license office is open;

(8) Activated when metion is detected after hours;

{C) Equipped with infrared {night vision). Day/night cameras are acceptable if the license office has
“always on” lighting or motion-activated lighting;

{D} Color for both day time and night time;

(E} Digital, including an internet protocaol with a minimum resolution of 1080p; and

(F) Equipped with at least 2 megapixels of resolution, per camera.

5) The security cameras video recording and storage system must:

{A) Have 20om capability that allows the user to zoom in on footage to gain a better visual of the
event being viewed;

(B) Not record personal information from source documents as prescribed in Section 302.170,
302.185, and 302.188, RSMo;

(€} Record motion detected after business hours;

{D) Have a minimum 1 terabyte storage capacity;

(E) Be kept secure;

(F} Allow state agency personnel or other authorized individuals access to view security camera

footage immediately upon request; and
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{G) Be able to download a copy of the security camera media if requested by the state agency
within the time frame specified.
C. The state agency may, at its discretion, install its own security cameras on the premises of the license office. The

state agency's cameras will function in addition to, rather than in replacement of, the cameras described in the
previous provisions of the contract, and are neither required to meet, nor limited to, the specifications for the
cameras described in the previous provisions of the contract. The state agency’s cameras will transmit data via
the contractor's data lines and/or a system installed by the state agency, at the state agency's discretion. The
state agency’s cameras may also store data locally, which the state agency may retrieve at its discretion without
tampering by the contractor. The state agency's cameras may be used for purposes including, but not limited to:

1) Resolving disputes relating to events alleged to have occurred in or near the contractor’s license office;
2} Ensuring the contractor’s compliance with the contract;
3) Assisting law enforcement agencies including, but not limited to, the Compliance and Investigation

Bureau of the state agency; and
4) Evaluating the quality of the services provided by the contractor.

5} Any tampering or interfering by the contractor with the state-owned security camera(s) may resuit
in the immediate cancellation or termination of the contract.

d. Other Security Measures — The contractor shall agree and understand that as changes in security needs or
technology occur, the contractor must make corresponding changes within the timeframe specified by the state
agency in writing.

2.5 License Office Equipment, Materials, and Cleaning Procedures:
251 State Agency-Provided Equipment and Materials:
a. Driver License Workstation Equipment and Motor Vehicle Workstation Equipment — The state agency shall
provide the contractor with driver license and motor vehicle workstation equipment as specified in Attachment

1 and as defined in the section License Office Location and Security.

1) Driver License workstation equipment needing replacement due to normal wear and tear will he
replaced and installed by the state agency designee,

2) Biack lights, magnifying glasses, and void punches needing replacement due to normal wear and tear
will be replaced by the state agency, if available, If not available, but stili required by the state agency,
the contractor must replace such items.

3) Once installed, the contractor shall not move any equipment without prior written approval of the state
agency.
4) Computer software applications or updates required for license office operations shall be installed by

the state agency or its designee;

b. State-Provided Materials:
1) The state agency will provide the contractar with forms, procedures, and manuals in an electronic or
paper form.
(A) Forms that are not provided in paper form by the state agency must be printed at the
contractor’s expense.

2.5.2  Contractor-Provided Equipment and Materials:
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a, The contractor shall provide all other equipment and materials necessary to meet the business demands of the
license office.

1) The contractor must supply additional motor vehicle workstation equipment at the contractor's

2)

expense, if the state agency:

(A) Increases the number required, but does not provide the additional equipment;
(B} Decreases the number supplied, but does not decrease the corresponding number required; or
(<) Determines replacement is required if broken or inoperable and no repfacement is available or

if machine was broken or rendered inoperable due to misuse by license office personnel.

The contractor may further enhance customer service by providing additional motor vehicle
workstations upon approval of the state agency. All contractor-provided workstation equipment shall
be installed at the contractor’s expense and must meet or exceed state agency requirements.

(A) Contractor-provided equipment shall remain the property of the contractor.

(B} For any contractor-provided equipment, the state agency will install and administer any state
agency-designated software applications or updates that are required for license office
operations and shall retain ownership of and to any such computer software applications and
updates.

(C) All contractor-provided workstation equipment must be wiped prior to its removal from service
in a license office. The state agency will coardinate this responsibility,

(D} Contractors are encouraged to obtain a restore disk at the time they purchase the computer to
use after the machine is wiped.

(E} The repair and maintenance of any contractor-provided equipment shall be the responsibility
of the contractor.

b. Contractor-Provided Materials — The contractor shall provide the following materials:

1)
2)

3)

4)
5)

6)

7)

8)

Cash drawers;

“Validation” and “For Deposit Only” stamps;

Toner cartridges for printers. Specific toner cartridges may be required if such is necessary to maintain
the integrity of the printer, if the state agency determines it is more cost efficient to contract with a
managed print company, the contractor shall pay the cost of the service for the office and the cost will
be the same or less than the cost of the consumables for the current printers;

Printer maintenance kits and imaging units for motor vehicle workstation printers;

Wiring, cable, and connectivity in compliance with Attachment 5;

A machine(s} with the ability to fax, copy, and scan, with connection separate from the telephone
system;

Office supplies including, but not limited to, postage and mailing materials; and

A telephone system having, at a minimum, one phone line separate from the fax tine, and an answering
machine or voice mail system.

Cleaning Procedures — The office must present in a professional manner with regular cleaning and routine maintenance.
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Operating Hours and Days:

Except for days of closure, as specified below, the license office must at least meet the minimum operating hours and days
specified on Attachment 1, except for changes otherwise approved by the state agency, in writing. In addition, the license
office must:

a. Not open for business before 7:00 a.m. central time or remain open for business past 7:00 p.m. central time,
Monday-Saturday; and

b. Not open for business on Sunday.

Days of closure must be submitted to the state agency in the method specified by the state agency including, but not limited
to, any state holidays the office wishes to cbserve.

Advertising and Public Notification:

The state agency will post the license office address, telephone number(s), holidays closed, hours and days of operation
outlined in the contractor's awarded proposal on the state agency’s website as public information (see
https://dor.mo.gov/license-office-locator/).

The contractor shall:

a. If applicable, ensure all online resources are updated to reflect accurate information, such as Google, Yelp, etc.,
as well as the contractor’'s website, social media accounts, etc.

Customer Satisfaction:

Customer Feedback - The contractor shall evaluate feedback on an ongoing basis and shall use the information gained to
continue to improve or enhance quality service. The state agency may, at its discretion, connect and install customer
feedback device(s) to gather and monitor customer feedback and/or wait times. The contractor must encourage feedback

through the use of the state agency’s Customer Satisfaction Survey (see htips://dor.mo.gov/survey.nhp) or complete a
Customer Satisfaction Survey card (Form 5272A).

Wait Times — If proposed in the contractor’s awarded proposal, the contractor must maintain the stated wait times, If the
contractor did not propose a wait time measure, services to customers must be performed in a reasonable timeframe
(estimated at thirty [30] minutes} that meets overall customer and state agency expectations. To ensure compliance, the
contractor must take appropriate action to ensure customer wait times are not excessive by utilizing all state agency
provided equipment. The state agency may, at its discretion, connect and install customer feedback device(s) to gather
and monitor customer feedback and/or wait times.

a. If the state agency determines that the contractor has failed to provide service to customers within a reasonable
timeframe on a continuous basis, the state agency may require the contractor to take any necessary steps to
Buarantee wait times will meet customer and state agency expectations including, but not limited to:

1) Hiring additional staff or having additional staff during certain periods of time;
2) Purchasing and staffing additional contractor owned computers or workstations; or
3} Requiring additional training of all office personnel.

Response to Customers — The contractor must respond to any and all feedback or concerns within three (3} business days
after receipt. The state agency retains the right to view all license office state issued email accounts. This includes
monitoring to ensure correspondence is being handled in a timely, professional, and accurate manner.

Assistance to Customers — If the contractor proposed to provide any of the assistance to customer items identified in
Section B of Exhibit A in the contractor's awarded proposal and points were awarded to the contractor, the contractor
shall comply with the following. The contractor shall agree and understand that all assistance to customer items proposed
must be operational during the contractor’s hours of operation and must be replaced within two (2) business days after
failure.



RFPSDORZ220036

285

2.9

291

Page 19

a. Pre-Screener - If proposed in the contractor’s awarded proposal and points were awarded to the contractor, the
pre-screener must check customer’s paperwork for completeness as the customer enters the license office. The
contractor’s pre-screener must be knowledgeable of motor vehicle and driver licensing procedures, including but
not limited to all required and acceptable documents needed to process the customer’s transaction. The
contractor's pre-screener must provide services for at least the minimurm percentage proposed based upon the
total number of hours the license office is opened, as proposed in Exhibit A of the contractor’s awarded proposal.
The contractor must maintain records of the dates and times that the pre-screener works in the office, and where
a contractor does not propose to have a pre-screener in the office 75% or more of the time, it is preferred that
the contractor utilize the pre-screener during the last seven {7) business days of the month or at other times
where there are high transaction volumes. The contractor is not prohibited from utilizing the pre-screener for
other business-related purposes where there are no customers to greet and assist in the office.

b. Monitors - Must, at a minimum, display what customers must submit to complete transactions. Monitors must
not be used for TV programming. If requested by the state agency, the contractor shall provide government
related information to customers on the displays.

[ Take a Number System - May be manual or electronic, must be accessible to customers as the customer enters
the contractor’s license office, and must be in use even when the contractor's license office is not busy. {If the
state implements a uniform numbering system, the contractor shall be required to implement and utilize the
state provided system regardless of whether or not the contractor proposed a numbering systern.}

Miscellaneous - If the contractor proposed to provide any of the items identified in Exhibit A, Section Cin the contractor's
awarded proposal and points were awarded to the contractor, the contractor shall comply with the following, as
applicable.

a. Private working area for State of Missouri staff member must meet or exceed the following:

1} The area must include a desk or table and a chair for their use and be free of clutter, If the area is not
specific to state agency staff, they must at a minimum have access to meet privately with staff, as
needed, and to perform job duties while in the office. This space cannot be a bathroom, closet, or
outside the license office, and must not be in the customer service working or waiting area.

b. Separate, non-published phone number - The phone number will be used by state agency staff and may not be
an individual’s personal cell phone. The phone must be located in the office at all times, and cannot be a roll-over
line from the main number. The number must be associated with this office only and may be a landline or cell
phone.

c. Security system that will allow the state agency’s Central Office to have access to view the security system
cameras via the Internet at any time, without requesting permission. The remote access must allow for real-time
review as well as access to the required sixty (60) calendar days’ worth of recorded data. Access will be used by
the state agency to monitor customer wait times and staffing requirements as well as be utilized for any fraud
reviews. Access must include all customer working and waiting areas.

d. Panic Buttons - Panic buttons must be instalted prior to the office opening and must be functional at all times.

1) If only one panic button will be installed it must be placed in such a manner that it is accessible to all
license office employees and must be in the public customer working area.

2) If a panic button will be installed under every workstation at the customer service counter/desk, the
buttons shail be installed in such a manner that they are easily accessible, but not installed in such a
manner that they could accidently be pressed while doing normal daily job functions.

Inventory:

Inventory Monitoring and Accountability - The contractor shall maintain and monitor inventory as prescribed by the state
agency. The contractor shall be liable for and upon notice pay the state agency for the full retail value, as determined by
the state agency, of any unidentified or missing inventory. The contractor shall implement controls to accurately account
for all inventory. Please refer to Section 2.10.2 for safeguarding requirements of small inventory and working stock. For
purposes of the contract, “inventory” shall inciude, but not be limited to:
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a. Motor Vehicle Inventory ~ official numbered forms, ficense plates, tabs, permits, and decals; and
h. Driver License Inventory — official numbered forms, driver license security paper, and motor voter paper.
2.9.2 Inventory Ordering and Deliveries — The contractor shall order inventory once a month or be on an allotment schedule, as

determined by the state agency. Shipping costs may be assessed to the contractor if more than two orders are placed in

a month,

2.10 Fee and Tax Collection:

2.101  Collection of State Monies - The contractor shall process transactions, notices of lien, provide fax reception services, and
collect the required taxes and fees {hereinafter referred to as “state monies”) from customers in accordan ce with the most
current federal, state, and local statutes and regulations,

a. Forms of Payment — The contractor must accept cash, checks, credit cards, and debit cards and must utilize and
comply with the State of Missouri E-Payment Services contract, including collecting the required surcharge or
convenience fee (see the Background Information section of the contract for information about the E-Payment
Services contract).

1) The contractor shall have an account with a financial institution of their choosing. The contractor's
account shall allow for Automated Clearing House {ACH) debits and credits to the contractor's fee
account. The state agency shall debit the contractor’s fee account via ACH for amounts due the state
agency which include, but are not limited to:

(A) Criminal record check charges;

(B) Unidentified or missing inventory;

{C) Shipping charges for excess shipping of inventory;

(D) Contractor fees due to a customer's insufficient funds;

{E) Deductible amount due from any claim from the crime insurance {bond);

(F} Liquidated damages;

(G} Bank corrections; and

{H} Any other amount owed to the State of Missouri, including but not limited to additional monies
owed because of the contractor’s employee errors including, but not limited to, incorrectly
processed specialty plates.

{1 ACH accounts must remain open six (6) months following the license office closure.

2) Likewise, the state agency shall credit the contractor's fee account any time funds are required to be

returned to the contractor.

(A)

Currently state monies shall be deposited daily using the Central Bank remote deposit system.
If the state banking contract changes, as referenced in the Other Contracts paragraph of the
Background Information section of the RFP, license office contractors will be required to adjust
their business practices to meet the requirements of the state’s banking contract. Every effort
will be made to ensure no undue burden is passed on to the license office contractor. Currently
a check reader will be provided to each office by Central Bank. See Attachment 3 for definitions
of remote deposit.

b. The contractor shall not engage in “lapping.” If the state agency finds evidence of “lapping” has occurred, the
state agency will seek all remedies available including but not limited to cancellation of the contract. See
Attachment 3 for definition of “lapping.”
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Requirements for Safeguarding — At all times, the contractor shall secure and protect all equipment and applications,
inventory, state monies, information, transaction copies, shipment records, and all other resources of the license office or
state agency. The contractor shall implement and maintain office practices and procedures designed to minimize the risk
of fraud, ensure accountability in transaction processing, and prevent misuse of, loss of, damage to, and unauthorized
access to such resources, The contractor shall:

a. Use individually assigned user identification numbers {"userids”} assigned by the state agency and maintain
passwords created by the user to process transactions.

b. Ensure the integrity of userids and passwords for access to the state system to process transactions. Such efforts
must include, but not necessarily be limited to, not posting or sharing userids or passwords, and prohibiting
absolutely the use of a userid by anyone other than the individual to which that userid is assigned.

c. Maintain all inventory (refer t0 2.9.1) in a secured area {monitored by security cameras} and ail undeposited state
monies in a secure, locked area during open hours of operation.

d. Maintain license plates for immediate issuance {working stock) in a secure area. Store small inventory items i.e.
tabs, decals, permits, license issuance materials), driver license security paper, excess license plates (other than
working stock), and unmailed shipments in the approved locked inventory storage area that is protected by the
security system and security cameras after business hours.

e, Store any surrendered driver or nondriver licenses, unexpired surrendered license plates, fraudulent document
training materials, undeposited state monies, and unmailed shipments in the approved locked inventory storage
area or other locked area that is protected by the security system and the security cameras.

f. Maintain copies of transactions, transaction receipts, transaction reports and listings and any other documents
that contain personal information, other than unmailed shipments listed above, in a secured area {monitored by
security cameras) within the working area of the license office or other area approved by the state agency. These
documents may be stored in a locked reom, locked storage, locked file cabinet, or other secure area within the
working area of the license office or other area approved by the state agency.

Additional Services and Requirements:

Notary Public - During all operating hours, the contractor must have notary services available for customers in the license
office for business relating to the services provided by the contractor pursuant to the contract. The notary services
performed must comply with all notary statutes, including the posting of the service in a notary journal. The office may
not charge more than allowed by Section 136.055, RSMo, for the notary service, see Attachment 2.

Additional Business Products and Services:

a. Upon request of the state agency, the contractor shall provide space, electricity, and Internet connection for an
operational kiosk in the license office for use by customers to research unclaimed property held by the Missouri
State Treasurer. If such is required, the kiosk will be provided and installed by the Missouri State Treasurer’s
Office.

b. If requested by the state agency, the contractor shall provide additional State of Missouri governmental services
in the license offices after the state agency analyzes specifics such as space considerations, hours of operation,
transaction volume, etc. The additional State of Missouri governmental services may include, but are not limited
to, storage of surrendered plates from other license offices.

c. The contractor shall prominently display posters, brachures, or other public information materials in the license
office upon request and in accordance with instructions provided by the state agency. The contractor must
provide a bulletin board for such items or must frame all items to present a professional image.

d. Except for the items listed below, the contractor must obtain the prior written approval of the state agency for
any other business being conducted in the license office. The contractor shall ensure that no other business
proceeds or records are comingled with license office operations. The contractor shall not solicit license office
customers in regard to the contractor’s other business. Contractors shall not advertise or solicit business within
the license office that could be viewed as a conflict of interest including, but not limited to, auto insurance sales,
traffic lawyer services, etc.
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1) Sale of non-alcoholic beverages, candy, or snacks. At no time should a broken or empty vending machine
remain in the office for more than five (S) business days. If the machine is not repaired or otherwise
made operable, it must be removed from the license office immediately.

2} Sale of license plate nuts, bolts, frames, or brackets which do not cover important license plate
information,

Records and Monitoring:

Contractor Records — The contractor must maintain financial and accounting records and evidence pertaining to the
contract in accordance with generally accepted accounting principles. The contractor shall:

a. Retain all such records according to the state agency’s retention period or the completion of an independent
audit, whichever is later. If any litigation, claim, negotiation, audit, investigation, or other action involving the
records has been started before the expiration of the retention period, the contractor shall retain such records
until completion of such action and resolution of all issues that arise from it.

b. Permit the state agency and authorized representatives of the State of Missouri to audit, examine, copy, or
investigate any of the contractor’s records, procedures, inventory, receipts, and disbursements of any of the
funds paid to the contractor and shall allow inspection of drawers, safes, file cabinets, and other inventory
storage areas related to license office operations, immediately upon request.

Contract Monitoring — The state agency shall monitor the contract throughout the effective period of the contract to
ensure financial and contractual compliance. Such monitoring shall include, but not be limited to, personal visits or
requests by the state agency to review operations and records, which may include forwarding such records electronically
to the central office. To help the state agency monitor and ensure contract compliance, the contractor shall neither
prohibit nor discourage their employees from communicating with the state agency regarding items specified in the
contractor’s awarded proposal. If it is determined that the contractor’s personnel have been coached or coerced as to how
to answer questions asked by the state agency, the state agency will seek all remedies avallable to it, including cancellation
of the contract. The contractor shall further agree and understand that cancellation of the contractor for this reason may
impact future contract awards.

a. The state agency may pursue other appropriate remedies for performance issues either in lieu of breach or in
conjunction with the breach, which may include, but is not limited to, cancellation of the contract,

b. The state agency may cancel the contract immediately without notice if the state agency believes that the
contractor or contractor’s personnel are committing fraudulent acts or if the state agency believes the license
office is being mismanaged.

C. Changes to Contract — Other than the process described below, no other methods and no other documents,
including correspondence, acts, and oral communications by or from any person, shall be used or construed as
an amendment or modification to the contract:

1} State agency requested changes to the contract shall require a formal contract amendment signed and
approved by and between the duly authorized representative of the contractor and the state agency
prior to the effective date of such medification. If such amendment is rejected by the contractor, a new
procurement process may be conducted and the contract may be cancelled.

2) Contractor requested changes to the contract shall require a formal written request to the state agency
in the required format at least thirty {30) business days prior to the effective date of the requested
change, unless otherwise approved by the state agency in writing.

(A) Contractor requested changes to the contract that are agreeable to the state agency shall
require a formal contract amendment sighed and approved by and between the duly authorized
representative of the contractor and the state agency prior to the effective date of such
modification. The reasonableness of the contractor’s request and the impact the change to the
outcome of the contract award will serve as the basis for the agency’s support of the
contractor’s requested change. Such decision shall be final and without recourse. Any change
approved shall be considered an enforceable contractual commitment,
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(B) If the state agency determines that the approved change negatively affected the contractor’s
performance or services provided, the state agency may rescind the approval in writing and
require the contractor to return to the previous commitment and cure any perfarmance
deficiencies needed to satisfy contract performance requirements and commitments.

The contractor shall agree and understand that if the state agency determines the contractor is manipulating or
has deceptive practices regarding contract compliance, the state agency may take all actions available, including,
but not limited to, cancellation of the contract.

Liquidated Damages;

Provision of service in accordance with the requirements stated herein is considered critical to the efficient operations of
the state agency as it fulfills its legal responsibilities. Since the amount of actual damages for the contractor’s failure to
provide services in accordance with those requirements would be difficult to establish and potentially cause the state
agency to incur additional efforts, the amounts stated in Attachment 4 shall be considered reasonable and fair.

a. The state agency will notify the contractor in writing of the reason for the liquidated damage assessment.

b. All assessments of liquidated damages shall be in addition to, not in lieu of, the rights of the state agency to
pursue other appropriate remedies, including canceHation of the contract.

C. All decisions regarding the assessment, reduction, or waiver of liquidated damages shall remain solely with the
state agency and shall be final and without recourse.

d. The contractor Is subject to the liquidated damage provisions outlined in Attachment 4 for violations that accur
on or after the contract effective date.

. The contractor shall not pass liquidated damages on to the contractor's personnel. The contractor shall be
subject to the available remedies, including, but not limited to cancellation of the contract for failure to comply
with this requirement.

f. The contractor shall understand and agree that any assessed liquidated damages shall not be construed as a
penalty.

Other Requirements:

Conflict of Interest:

No person shall be employed or woerk in the license office if that person has any real or perceived interest, as
provided in Sections 105.452, 105.454, and 105.456, RSMo, which would directly or indirectly conflict in any
manner or degree with the performance of the contract or the services provided herein.

The contractor’s officers and family members of the contractor's officers shall not have a real or perceived conflict
of interest in regard to the operation of the license office and shall not acquire a real or perceived interest, directly
or indirectly, which would conflict in any manner or degree with the performance of the contract or the services
provided herein. For purposes of this paragraph, family member shall include spouse, parents, siblings, children,
including stepchildren or foster children and their spouses.

In order to prevent the potential for a real or perceived conflict of interest, if one of the contractor’s officers or
a family member of one of the contractor’s officers is considering becoming: (1) an elected or appointed official
with the state or any political subdivision, (2) an employee of an elected or appointed official with the state or
any political subdivision, or {3) an employee of the state agency, the contractor must provide the state agency
with information about the position prior to proceeding. The state agency will review the position and
relationships and shall have the final determination as to what constitutes a real or perceived conflict of interest,
The decision by the state agency shall be final and without recourse; however, the state agency will not make
any such decision without providing the contractor an opportunity to present comments.
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1} Accepting or otherwise serving in any position determined to have a real or perceived conflict of interest
by the state agency shall constitute a breach of the contract and shall be subject to available remedies
including, but not limited to, contract cancellation.

Lobbying — To the extent not otherwise prohibited by law, the contractor may be permitted to pursue legislative action
relative to license offices, the laws related to the contractor’s position as license office contractor, or the laws governing
the contractor’s duties. The contractor should notify the state agency in writing not less than five {5) business days prior
to the commencement of any lobbying activity and should specify therein the nature and substance of any such lobbying
activity. Failure to notify the state agency may result in cancellation of the contract,

Prohibited Activities — Noncompliance with any of the prohibited activities specified in the subparagraphs below shall
constitute a breach of the contract and shall be subject to available remedies including, but not limited to, contract
cancellation:

a. Political Activity —The contractor, the contractor’s personnel, and/or the contractor’s officers shall not engage in
political activities on the license office premises or in conjunction with the provision of services to customers.
The contractor, the contractor's personnel, and the contractor's officers shall otherwise be permitted to engage
in political activities to the extent permissible by law. This provision shall not be construed to encourage or permit
the contractor or the contractor's officers or personnel to interfere with any lawful political activity in the vicinity
of the license office.

b. Gratuities — The contractor and the contractor's personnel must refrain and are prohibited from accepting,
directly or indirectly, any items of value, money tips, services, entertainment, loans, or other profit arrangements
for personal benefit whether on their behalf or directed to their family members or friends from license office
customers in exchange for services rendered in relation to the contract.

Prior History Requirements — The contractor shall ensure that:

a. No owner, officer, or Contract License Office Manager, or any entity of which an owner, officer, or Contract
License Office Manager is or has been an owner or officer of, has had a judgment rendered against them in a
discrimination or employment-related lawsuit.

b. No owner, officer, or license office employee has had any state or federal felony conviction, guilty plea, or
adjudication for fraud, embezzlement, forgery, identity theft, stealing, tax evasion, or other criminal acts
involving dishonesty.

C. The above requirements are met for the duration of the contract. Failure to ensure the above requirements are
met for the duration of the contract may result in immediate cancellation or termination of the contract.

Transition of Services:

Upon expiration, termination, or cancellation of the contract, the contractor shall ensure an orderly and smooth transfer
of responsibility and continuity of services required under the terms of the contract to the succeeding entity designated
by the state agency. The contractor shall discontinue license office operations on the date and at the time specified by the
state agency and comply with the steps below and in state agency policies and procedures. The contractor must:

a. Transfer any office telephone number, fax number, or any other number associated with the office to the
succeeding contractor or discontinue use if the succeeding contractor does not plan on taking the service over;

b. Discontinue use of the license office name as stated in Attachment 1 on the last day of operation;

c. Transfer or discontinue use of any and all websites and social media accounts that were setup on behalf of the
license office;
1) Any temporary sign{s) used directing individuais to other license offices must be provided by the state

agency and must be removed within fifteen (15} business days of the opening of the new lacation,

d. Coordinate with the state agency to arrange for the hard drive to be wiped on any computers owned or leased
by the contractor not being purchased by the succeeding contractor prior to completian of services;
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Arrange for any personal information remaining on the copy and fax machine’s memory to be wiped or destroyed
if the machine(s) is not being purchased by the succeeding contracter upon completion of services. The
contractor must document such action and the date it occurred;

Be present for a physical count of inventory (closing inventory) conducted by the state agency. The state agency
shall reconcile the closing inventory report with the state agency’s inventory records and shall provide the
contractor with a closing Inventory Reconciliation Report;

Relinquish the temporary registration permit inventory after the final inventory is taken;

Notify the succeeding contractor at least ten {10) business days prior to the transition if all cabling/wiring will be
removed or cut;

Provide for a smooth transition of services without causing an undue hardship on the citizens served by the
license office. The current contractor’s failure to provide for a smooth transition may result in a breach of

contract, and could be considered by the state in evaluations of future RFPs for license offices; and

Complete other transition services as requested by the state agency.

Third Party Involvement and Advertising:

In operating the office, no information, advertisement, or display concerning private services should state,
suggest, or imply that the state agency supports or endorses such services unless prior written approval is
obtained from the state agency. As the office is being operated on behalf of the state agency, contractors must
not advertise or display private services which present a conflict of interest, or may be perceived to present a
conflict of interest to a reasonable person, in the location where information and state services are provided as
contemplated or required by this contract. This includes online as well as in office advertisement and display of
such private services. Examples of such services include, but are not limited to, the sale or leasing of automobiles,
and insurance or legal services relating to driver licensure or motor vehicle registration,

No third-party vendor should be used by the contractor for purposes of collecting personally identifiable
information from motor vehicle and driver licensing applicants without the express, written consent of the state
agency.

Any violation of the Third Party Involvement and Advertising requirements specified herein may result in

cancellation or termination of the contract.

END OF PART TWO: SCOPE OF WORK
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CONTRACTUAL REQUIREMENTS:

This section of the RFP includes contractual requirements and provisions that will govern the contract after RFP award.
The contents of this section include mandatory provisions that must be adhered to by the state and the contractor unless
changed by a contract amendment. Response to this section by the vendor is not necessary as all provisions are mandatory.

Contract:

A binding contract shall consist of: (1) the RFP, addendums thereto, and any Best and Final Offer {BAFO) request(s) with
RFP changes/additions, {2) the contractor’s proposal including any contractor BAFO response{s), (3) clarification of the
proposal, if any, and (4) the state agency’s acceptance of the proposal by “notice of award”. All exhibits and attachments
included in the RFP shall be incorporated into the contract by reference.

a. A notice of award issued by the State of Missouri does not constitute an autherization for shipment of equipment
or supplies or a directive to proceed with services. Before providing equipment, supplies, and/or services for the
State of Missouri, the contractor must receive a properly authorized purchase order or other form of
authorization given to the contractor at the discretion of the state agency.

b. The contract expresses the complete agreement of the parties and performance shall be governed solely by the
specifications and requirements contained therein.

1) The State of Missouri does not negotiate contracts after award.

c. Any change to the contract, whether by modification and/or supplementation, must be accomplished by a formal
contract amendment signed and approved by and between the duly authorized representative of the contractor
and the state agency prior to the effective date of such modification. The contractor expressly and explicitly
understands and agrees that no other method and/or no other document, including correspondence, acts, and

oral communications by or from any person, shall be used or construed as an amendment or modification to the
contract.

Contract Period:

The original contract period shall be as stated on the Notice of Award. The contract shall not bind, nor purport to bind, the
state for any contractual commitment in excess of the original contract period.

Termination:

The state agency reserves the right to terminate the contract at any time, for the convenience of the State of Missouri,
without penalty or recourse, by giving written notice to the contractor at least seven {7} calendar days prior to the effective
date of such termination. In the event of termination pursuant to this paragraph, all documents, data, reports, supplies,
equipment, and accomplishments prepared, furnished or completed by the contractor pursuant to the terms of the
contract shall, at the option of the state agency, become the property of the State of Missouri. The contractor shall be
entitled to receive compensation for services and/or supplies delivered to and accepted by the State of Missouri pursuant
to the contract prior to the effective date of termination.

Contractor Liability:

The contractor shall be responsible for any and all personal injury (including death) or property damage involving any
equipment or service provided under the contract. The State of Missouri shall not be liable in the event of loss, destruction,
theft, damage, etc., for the equipment including, but not limited to, devices, wires, software, and technical literature. it
shall be the contractor’s sole responsibility to obtain insurance coverage for such loss in an amount that the contractor
deems appropriate.

a. The contractor assumes the obligation to save the State of Missouri, including its agencies, employees, and
assignees, from every expense, liability, or payment arising out of such injury or damage.

b. The contractor shall hold the State of Missouri, including its agencies, employees, and assignees, harmless for
any act or omission committed by any subcontractor or other person employed by or under the supervision of
the contractor under the terms of the contract.
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The contractor shall not be responsible for any injury or damage occurring as a result of any negligent act or omission
committed by the State of Missouri, including its agencies, employees, and assignees.

Except as otherwise provided by Missouri statute, the State of Missouri, including its officers and employees, shall not be
responsible for any liability incurred by the contractor or the contractor's personnel, subcontractors, or employees, arising
out of the contractor's ownership, selection, possession, leasing, rental operation, control, use, maintenance, delivery, or
return of premises or equipment incidental to the performance of the contract, or for goods, products, or services
performed by the contractor, except as otherwise provided in the contract.

a. The contractor shall be liable for:

1} The performance of all provisions and requirements of the contract and for all monies and receipts
including liquidated damages and inventory charges assessed during the contract or during transition,
that have not been deposited;

2} The safekeeping of all inventory, and other property of the state agency furnished to the contractor;
and
3) Any costs incurred by the state agency to collect sums due and payable by the contractor pursuant to

the contract including legal fees and court costs ta collect any unpaid amounts, and shali indemnify the
state agency for the same.

b. The contractor shall be liable for any loss or shortage, and shall be respansible for the performance of the terms
and conditions of the contract.

Insurance:

Insurance — Except as otherwise provided by Missouri statute, the State of Missouri cannot save and hold harmless and/or
indemnify the contractor or employees against any liability incurred or arising as a result of any activity of the contractor
or any activity of the contractor’s employees related to the contractor's performance under the contract.

a. The contractor must acquire and maintain adequate liability insurance as outfined below.

1) Liability Insurance — The contractor must have and maintain adequate liability insurance in the form{s)
and amount(s) sufficient to protect the State of Missouri, its agencies, its employees, its clients, and the
general public and to cover the contractor’s license office(s), premises, equipment belonging to both
the contractor and the state agency, and inventory against loss, damage and/or expense related to the
contractor’'s performance under the contract. The insurance coverage shall include, but not be limited
to, general liability, and either employment practices which includes civil rights violation coverage, or
separate coverage for employment practices and civil rights violations,

v" The minimum amount of liability insurance including general liability, employment practices, errors
and omissions, and civil rights violations shall be at east $500,000 in total coverage per policy and
shall include punitive damages. However, license offices that processed more than 25,000
transactions during the previous fiscal year (or the equivalent thereof if the office was not opened
for the entire fiscal year) must maintain limits of at least $1,000,000 in total coverage per policy.

¥ The insurance must include an endorsement that adds the State of Missouri as an additional
insured.

v"  Following the contract award, the contractor must complete the fnsurance Self-Certification for
License Office Contract (Form 5630) and submit the completed form to the state agency by the
date specified by the state agency, certifying the contractor has and will maintain the required
insurance coverage for the life of the license office contract and will also maintain a copy of the
required policy or policies and any related updates and Certificates of Insurance in the license office
at all times for review by the state agency upon request. If requested by the state agency, the
contractor shall submit an updated Form 5630 periodically during the life of the license office
contract.
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¥"  Self-insurance coverage or another alternative risk financing mechanism may be utilized subject to
approval by the State of Missouri, provided that such coverage is verifiable and irrevocably reliable
and the State of Missouri is protected as an additional insured,

v Liquidated damages shall apply for noncompliance with liability insurance requirements as
specified in Attachment 4.

2) Crime Insurance {Bond) — Prior to opening the license office for business, the contractor must have and
maintain crime insurance (bond) deemed sufficient to cover the collections of the contractor and to
ensure against loss by the State of Missouri and the state agency resulting from or incidental to the
contractor’s performance. The crime insurance (bond) shall cover any loss caused to the state agency
through any fraudulent or dishonest act or acts committed by the contractor or any of the contractor’s
personnel, acting alone or in collusion with others by virtue of the person’s position or employment
during the contract period. The insurance must name the State of Missouri as a loss payee.

¥ Obtaining Insurance ~ Unless otherwise specified by the state agency as explained below, the state
agency will obtain the crime insurance {bond) on behalf of the contractor and the contractor must
pay the actual premium cost to the state agency by no later than the date specified by the state
agency. The state agency will notify the contractor of the actual premium cost and due date. See
Attachment 1 for the historical annual premium cost for the state agency arranged crime insurance
{bondj) for the license office. If the state agency arranges for the contractor to take over the crime
insurance (bond) from the license office operator identified in Attachment 1, the state agency will
notify the contractor of the due date for the prorated amount of the insurance. The contractor
shall pay such license office operator or other state agency designee the amount due.

v"  If the state agency does not elect to obtain crime insurance {bond) on behaif of the contractar, the
contractor must abtain the crime insurance (bond) directly from the insurer in the minimum
amounts specified in the Proof of Crime Insurance Coverage for License Office (Earm 5464} prior to
opening the license office for business and shall provide the state agency with Form 5464
completed in full and signed by required parties as evidence of crime insurance (bond} coverage.
At the time of any changes to the coverage, termination date, or insurance carrier, the contractor
must complete and submit a new Form 5464.

¥" The minimum insurance coverage amounts may be increased at the sole discretion of the state
agency. In the event of such, the contractor shall submit an updated proof of compliance within
thirty (30} business days after being notified of the coverage increase.

¥ Insurance Claims — If the state agency makes a claim covered by the crime insurance (bond), by no
later than the date specified by the state agency, the contractor must provide all information
requested and complete all required documents and releases as directed by the state agency to
facilitate the insurance company's payment to the state agency. In addition, the contractor shall
be responsible for the amount of the insurance policy deductible. The state agency shall collect the
amount of the deductible from the contractor by debiting the contractor’s fee account for the
deductible amount due.

¥ liquidated damages shall apply for noncompliance of the crime insurance (bond) coverage
requirements, as specified in Attachment 4.

b. In the event any insurance coverage is canceled, the contractor must notify the state agency at least thirty (30)
calendar days prior to the cancelation.

T Failure to maintain the required insurance shall be considered a material breach of the contract and sufficient
cause to cancef the contract.

Substitution of Personnel:

The contractor agrees and understands that the State of Missouri's agreement to the contract is predicated in part on the
utilization of a Contract License Office Manager, as defined in Attachment 3, with specific experience and qualifications
identified in the proposal. Therefore, the contractor agrees that no substitution of such Contract License Office Manager
shall be made without the prior express written approval of the state agency. The state agency will only grant express
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written consent to substitute a Contract License Office Manager where the contractor demonstrates through substantial
evidence that circumstances exist justifying such substitution. The contractor further agrees and understands that any
Contract License Office Manager substitution made pursuant to this paragraph shall be equal to or better than the
qualifications of the Contract License Office Manager originally proposed and that the state agency's approval of a
substitution shall not be construed as an acceptance of the substitution's performance petential. The State of Missouri
agrees that an approval of a substitution will not be unreasonably withheld.

Confidentiality:

Individuals shall abide by all laws regarding authorized access to and disclosure of confidential information and shall not
access or divulge any such confidential information except as required by law in the discharge of the person’s official
duties:

a. All communications between the state agency and the contractor or the contractor's personnel and all state
agency policies and procedures, software, files, records, documentation, reports, data, inventory, or equipment
accessed or acquired as a result of the contract shall be confidential and shall not be released to the public
without the prior written consent of the state agency.

b. All records processed and created by the contractor in the performance of services contain personal and
confidential information. The contractor shall not release such records and information pursuant to state and
federal law, including but not limited to Section 32.057and 32.091 RSMo, and the Missouri and Federal Drivers
Privacy Protection Act. To the extent the contractor or the contractor’s persannel may have access to any report,
return, or other information received by the state agency in connection with the administration of the tax laws
of the State of Missouri, the contractor and the contractor's personnel shall specifically comply with Section
32.057 RSMo. Any person making unlawful disclosure of information in violation of such section shall, upon
conviction, be guilty of a Class D felony.

1} The contractor assumes liability for all unauthorized disclosures of confidential information by the
contractor or any of the contractor’s personnel, officers, or subcontracted personnel.

2) The contractor shall immediately refer any sunshine law requests (i-e. requests for public records) to
the state agency.
c. in the event that records or copies of any such material are to be destroyed, the contractor shall accomplish such

destruction in a manner prescribed by the state agency and ensuring the obliteration of all data and preventing
improper or unauthorized disclosure of the personal, restricted information.

d. Neither the contractor nor the contractor’s personnel shall alter or inappropriately dispose of any reports, files,
data, inventory, software, or other equipment or materials of the state agency. The contractor shall ensure that
the storage and disposal of records maintains the confidentiality of such records.

Force Majeure;

The contractor shall not be liable for any excess costs for delayed delivery of goods or services to the State of Missouri, if
the failure to perform the contract arises out of causes beyond the control of, and without the fault or negligence of the
contractor. Such causes may include, however are not restricted to: acts of God, fires, floods, epidemics, quarantine
restrictions, strikes, and freight embargoes. In all cases, the failure to perform must be beyond the control of and without
the fault or negligence of, either the contractor or any subcontractor(s). The contractor shall take all possible steps to
recover from any such occurrences.

END OF PART THREE: CONTRACTUAL REQUIREMENTS



RFPSDOR220036

4.1

411

4.2

4.21

4.2.2

423

4,24

Page 30

PROPOSAL SUBMISSION INFORMATION AND REQUIREMENTS

This section of the RFP includes information and instructions to the vendor that are integral to vendors offering a proposal.
The contents of this section are informational and instructional. Many of the instructional provisions require certain actions
by the vendor in offering a proposal,

Introduction:

This section describes the contents and format designed to ensure completeness in the vendor's proposal. The intent of
the instructions contained herein is to standardize the proposals to enable equitable measurements for competitive review
for awarding to the lowest and best responsive vendor with a proposal that is the most advantageous to the state.

Submission of Solicitation Response:

MissouriBUYS is the State of Missouri’s web-based statewide eProcurement system which is powered by WebProcure,
through our partner, Proactis (https.//www.missouribuys.mo.gov). Vendors must submit their solicitation response as an
electronic response. The electronic method of submission is explained briefly below and in more detail in the step-by-step
instructions provided at https://missouribuys.mo.gov/media/pdf/online-bid-response-instructions. Be sure to include the
solicitation/opportunity (OPP) number, company name, and a contact name on any attachments.

a. In order to become a registered vendor, the vendor can register by going to the MissouriBUYS Home Page
referenced above, clicking the “Register” button at the top of the page, and completing the Vendor Registration.

b. The vendor is solely responsible for ensuring timely submission of their solicitation response. Failure to ailow
adequate time prior to the solicitation end date to complete and submit a response to a solicitation, particularly
in the event technical support assistance is required, places the vendor and their response at risk of not baing
accepted on time,

NOTE: The vendor understands and agrees that regardless of any other reference herein which implies acceptance of other
than electronic proposals, until otherwise notified by a subsequent addenda, only electronic proposals through
MissouriBUYS can be accepted at this time.

Electronic Response in MissouriBUYS - Vendors must submit responses electronically through the MissouriBUYS Statewide
eProcurement System website. The registered vendor is instructed to review the solicitation submission provisions
carefully.

a. The vendor must complete the RFP and corresponding exhibits electronically, as prescribed by the state agency.
A vendor’s failure to follow these instructions and instead use a different application or method for completion
and submission of documents could render some of the vendor's response unreadable, which could negatively
impact the evaluation of the vendor's response.

Compliance with Requirements, Terms and Conditions - Vendors are cautioned that the State of Missouri shall not award
a non-compliant proposal. Consequently, any vendor indicating non-compliance or providing a response in conflict with
mandatory requirements, terms, conditions or provisions of the RFP shall be eliminated from further consideration for
award unless the state exercises its sole option to competitively negotiate the respective proposal(s) and the vendor
resolves the noncompliant issue(s).

a. The vendor is cautioned when submitting pre-printed terms and conditions or other type material to make sure
such documents do not contain terms and conditions which conflict with those of the RFP and its contractual
requirements.

b. In order to ensure compliance with the RFP, the vendor should indicate agreement that, in the event of conflict
between any of the vendor's response and the RFP requirements, terms and conditions, the RFP shall govern.
Taking exception to the state's terms and conditions may render a vendor's proposal unacceptable and remove
it from consideration for award.

Confidential Materials: Pursuant to Section 610,021, RSMo, the vendor's proposal and related documents shatl not be
available for public review until a contract has been awarded or all proposals are rejected.
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a. The state agency is a governmental body under Missouri Sunshine Law (Chapter 610, RSMa). Section 610.011,
RSMo, requires that all provisions be “liberally construed and their exceptions strictly construed” to promote the
public policy that records are open unless otherwise provided by law.

b. Regardless of any claim by a vendor as to material being confidential and not subject to copying or distribution,
or how a vendor characterizes any information provided in its proposal, all material submitted by the vendor in
conjunction with the RFP is subject to release after the award of a contract in relation to a request for public
records under the Missouri Sunshine Law (see Chapter 610, RSMo). Only information expressly permitted to be
closed pursuant to the strictly construed provisions of Missouri’s Sunshine Law will be treated as a closed record
by the state agency and withheld from any public request submitted to the state agency after award. The vendor
should presume information provided to the state agency in a proposal will be public following the award of the
contract or after rejection of all proposals and made available upon request in accordance with the provisions of
state law. The vendor’s sole remedy for the state’s denial of any confidentiality request shali be fimited to
withdrawal of their proposal in its entirety. It is not the State of Missouri’s intention to have requested any
confidential material as part of the vendor’s proposal. Therefore, vendors should NOT include confidential
material with their proposal.

c. In no event will the following be considered confidential or exempt from the Missouri Sunshine Law:

1} Vendor’s entire proposal including client lists, references, proposed personne!, and methodology
including schedule of events and/or deliverables;

2) Vendor’s pricing; and

3) Vendor’s product specifications unless specifications specifically disclose scientific and technological
innovations in which the owner has a proprietary interest {see subsection 15 of Section 610.021

RSMo.}).

Online Proposal - If the vendor attaches information with their proposal that is allowed by the Missouri Sunshine Law to
be exempt from public disclosure, such specific material of their proposal must be attached as a separate document and
must have the box “Confidential” selected in MissouriBUYS when attaching the document. If the “Confidential” box is not
selected when attaching the document, the document must be clearly marked as confidential along with an explanation
of what qualifies the specific material to be held as confidential pursuant to the provisions of Section 610.021, RSMo. The
vendor’s failure to follow these instructions shall relieve the state of any obligation to preserve the confidentiality of the
documents.

Imaging Ready - Except for any portion of a proposal qualifying as confidential as determined by the state agency as
specified above, after a contract is executed or all proposals are rejected, all proposals will be made available on
MissouriBUYS.

a. The information will be available for viewing through the Internet on MissouriBUYS at

https://missouribuys.mo.gov/contractboard.

On the RFP cover page, the name of the entity submitting the proposal should be entered in the “Vendor Name” block,
and the vendor tax filing type that is or will be used by this vendor in filing federal taxes with the Internal Revenue Service
{IRS) should be marked.

a. The proposal must be signed by an authorized officer of the vendor, or an official of the political subdivision.

b. Proposals from multiple individuals or multiple organizations shall not be acceptable unless those individuals or
organizations are a single recognized legal entity with a single FEIN.

Exhibits A through F — Each of the exhibits referenced throughout this section of the RFP must be downloaded from the
MissouriBUYS website at: https://missouribuys.mo.gov/bidboard. The State of Missouri is under no obligation to solicit
inforrnation if it is not included with the proposal. The vender’s failure to submit the requested information or failure to
complete the exhibits as specified may cause an adverse impact on the evaluation of the proposal. Ambiguous responses
to the exhibits may also result in an unfavorable evaluation of the vendor's proposal.

a. The exhibits are fillable forms designed to be completed electronically and submitted with the vendor’s proposal
through the MissouriBUYS Statewide eProcurement System.
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b, To complete the exhibits, the vendor must first download this document (RFP and corresponding exhibits and
attachments). Do not camplete the exhibits while viewing the document from a web browser. Enter responses
electronically in the appropriate fields.

1} Complete each fillable area, review for accuracy, and obtain any additional documentation specified.
2) Perform a “save as” function and save the completed documents.
3) Obtain signatures required in Exhibits C, D, and E. Digital signatures are acceptable.
4) Upload completed documents via the MissouriBUYS Statewide eProcurement System.
c. The vendor’s proposal, as submitted in response to the subject REP, will be considered separate and distinct from

any other proposal the vendor may have submitted in response to another RFP, including proposals of an existing
license office contract or in response to another RFP currently in evaluation. Therefore, the vendor should not
rely on or refer to information included in a proposal submitted by the vendor in response to another RFP.

d. Unless the vendor is a sole proprietorship or a political subdivision the vendor must provide its legal and binding
operating agreement, partnership agreement, bylaws, or other similar such document applicable to its business
organization, If the vendor fails to provide its legal and binding operating agreement, partnership agreement,
bylaws, or other similar such document, the state agency will provide notice and will give the vendor three {3)
business days to provide the required documentation.

Business Compliance - The vendor must be in compliance with the laws regarding conducting business in the State of
Missouri, The vendor certifies by signing the signature page of this original document and any addendum signature page(s)
that the vendor and any proposed subcontractors either are presently in compliance with such laws or shall be in
compliance with such laws prior to any resulting contract award. The vendor shail provide documentation of compliance

upon request by the state agency. The compliance to conduct business in the state shall include but not necessarily be
limited to:

a. Registration  of business name (if applicable) with the Secretary of State at:
https://www.sos. mo.gov/business/corporations/starthusiness

b. Certificate of authority to transact business/certificate of good standing {if applicable)
C. Taxes (e.g., city, county, state, federal)

d. State and local certifications (e.g., professions, occupations, activities)

e. Licenses and permits {e.g., city/county license, sales permits)

f. Insurance (e.g., worker’s compensation, unemployment compensation)

The vendor should refer to the Missouri Business Portal at http://business.mo.gov for additional information.

Competitive Negotiation of Proposals:

The vendor is advised that under the provisions of this RFP, the state agency reserves the right to conduct negotiations of

the proposals received or to award a contract without negotiations. If such negotiations are conducted, the following
conditions shall apply:

Negotiations may be conducted in person, in writing, or by telephone.
Negotiations will only be conducted with potentially acceptable proposals. The state agency reserves the right to limit

negotiations to those proposals which received the highest rankings during the initial evaluation phase. All vendors
involved in the negotiation process will be invited to submit a best and final offer.
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Terms, conditions, prices, methodology, or other features of the vendor’s proposal may be subject to negotiation and
subsequent revision. As part of the negotiations, the vendor may be required to submit supporting financial, pricing and
other data in order to allow a detailed evaluation of the feasibility, reasonableness, and acceptability of the proposal.

The mandatory requirements of the RFP shall not be negotiable and shall remain unchanged unless the state agency
determines that a change in such requirements is in the best interest of the State of Missouri.

Evaluation and Award Process:

After determining that a proposal satisfies the mandatory requirements stated in the RFP, the evaluator(s) shall use an
assessment of the proposal in accordance with the evaluation criteria stated below and the scoring details delineated in
Attachment 6. The contract shall be awarded to the vendor with the highest total evaluation score.

Category Paints
TECHNICAL PROPOSAL (Exhibit A} 172

Summary of technical proposal points:

Element Points
Personnel Retention (Exhibit A, Section A-1) 25
Training ~ New Employees (Exhibit A, Section A-2) 25
Troining — Contract License Office Manager (Exhibit A, Section A-3)------------ 25
Public Restroom (Exhibit A, Section B-1) 10
Wait Times (Exhibit A, Section B-2) - 12
Pre-Screener (Exhibit A, Section B-3) 6
Assistance to Customers (Exhibit A, Section B4} 2
Assistance to Customners — Controct License Office Manager’s
Presence in a License Office (Exhibit A, Section B-5) - 20
Contract License Office Manager
Experience (Exhibit A, Section B-6) 28
Miscelloneous Items (Exhibit A, Section C-1) weamann 14
Panic Button {Exhibit A, Section C-2) -- 5
Total 172
VENDOR STATUS (Exhibit B} 4
BONUS POINTS
Missouri Service-Disable Veteran Business Enterprise Preference (Exhibit C) 3
TOTAL POSSIBLE POINTS WITH BONUS POINTS 179
TOTAL POSSIBLE DEDUCTIONS FOR PRIOR HISTORY {see Attachment 6) Upto-14

The vendor should refer to Attachment 6 for information related to the areas of evaluation and the corresponding weight
given to the areas of evaluation. Attachment 6 is provided to show the tool that will be used in the evaluation to determine
the assessment of points within the evaluation criteria specified in the table above.

Evaluation of Vendor's Personnel, Method of Performance, and Experience:

The vendor should complete Exhibit A regarding the vendor's personnel, proposed method of performance and
experience. The information included in Exhibit A should be straightforward and limited to facts, solutions to problems,
and plans of action.

The vendor’s personnel, method of performance, and experience will be rated using the adjectival rating systern as defined

on Attachment 6. Details on the rating and scoring of the personnel, method of performance, and experience can be found
on Attachment 6.
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Evaluation of Vendor Status:

The vendor’s status on the proposal end date as an IRS tax exempt or a political subdivision as defined below shall be
considered objectively in the evaluation of the proposal. With the proposal, the vendor should submit a completed Exhibit
B reflecting the vendor’'s status; however, the vendor must provide the required information and documentation identified
below in order to be eligible for consideration for the associated evaluation points for the applicable status.

IRS Tax Exempt Status —If the vendor meets the following definition of an IRS tax exempt entity and verifies the information
or submits the documentation as specified below confirming the vendor's IRS tax exempt status, the vendor shall be
assigned one (1) evaluation point. If acceptable documentation or information was not provided with the proposal, no
points will be assigned. Tax Exempt entities are encouraged to review IRS Publication 598, Tax on Unrelated Business
Income of Exempt Organizations, Chapter 3 Unrelated Trade or Business.

a. Definition — IRS tax exempt entity shall mean the vendor is exempt from taxation under Section 5014{c}(3),
501{c}(6}, or 501(c){4}, except those civic organizations that would be considered action organizations under 26

C.E.R. Section 1.501{c}{3)-1{c}(3), of the Internal Revenue Code of 1986, as amended.

b. In order to receive credit as an IRS Tax Exempt Entity, the vendor must either (1) be listed on the IRS website
confirming the vendor’s status as an IRS Tax Exempt Entity as specified below, or (2) submit the required
documentation specified below.

1} IRS Website - The vendor must be listed on the following IRS website confirming the vendor’s status as
an IRS Tax Exempt Entity: hitp.//www.irs.gov/Charities-&-Non-Profits/ Exempt-Organizations-Business-
Master File-Extract-EQ-BMF. The state agency must be able to confirm the vendor's IRS Tax Exempt
status from the IRS website in order for the vendor to receive credit as an IRS Tax Exempt Entity.

(A) If the vendor is exempt from taxation under Section 501{c}{4)}, the vendor must also complete
and submit a notarized Non Action Organization Certification (Form 5638) that certifies the
vendor is not a civic organization that would be considered an action organization under 26

C.F.R. Section 1.501(c}{3}-1{c}{3). Failure to submit a completed Form 5638 with the vendor's
proposal will result in no points being assigned for the IRS tax exempt status.

OR

2) Required Documentation — The vendor must submit the following documents confirming the vendor's
IRS tax exempt status:

(A) A letter issued to the vendor by the IRS, citing the vendor’s organization as being exempt from
taxation under Section 501(c)(3}, 501(c)(6), or 501(c)(4), except those civic arganizations that

would be considered action organizations under 26 C.F.R.. Section 1.501(c}3}-1{c}(3], of the

Internal Revenue Code of 1986, as amended; and

(B} A copy of the vendor's most recent annual federal tax filing (990 series or comparable annual
filing if required for the previous year).

{C) If the vendor is exempt from taxation under Section 501(c}{4), the vendor must also complete
and submit a notarized Form 5638 that certifies the vendor is not a civic organization that would
be considered an action organization under 26 C.F.R.. Section 1.501(c}{3)-1(cH3). Failure to
submit a completed Form 5638 with the vendor's proposal will result in no points being
assigned for the IRS tax exempt status; and

c A qualifying IRS tax exempt entity that proposes to reinvest a minimum of 75% of the license office’s net praceeds
to charitable organization(s) in Missouri on an annual basis will receive one {1} additional evaluation point as
provided in Section 136.055.2, RSMo. In order to receive the additional points, the vendor must complete and
submit Exhibit B indicating such reinvestment will occur.

Evaluation of Vendor’s Political Subdivision Status — If the vendor meets the following definition of a Political Subdivision
AND submits the required documentation with the proposal, the vendor shall be assigned four (4) evaluation points. if the
required documentation was not provided with the proposal, no points will be assigned.
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a. Definition — “Political Subdivision” shall include, but not be limited to, counties, townships, cities, towns, viltages,
or school, county fibrary, city library, city-county library, road, drainage, sewer, levee and fire districts, soil and
water conservation districts, watershed sub districts, county hospitals, and any boards of control of art museums,
and any other public subdivisions or public corporations having the power to levy taxes or empowered to cause
taxes to be levied.

b. Required Documentation — Required documentation shall consist of a letter issued by the vendor’s governing
body of the political subdivision or meeting minutes from such governing body authorizing the submission of a
proposal by the vendor in response to this RFP for management and operation of the license office.

Prior History ~ A vendor will receive evaluation point deductions for prior poor performance on a state license office
contract as follows:

a. If the vendor has been awarded a state contract to operate a license office and the vendor has been suspended
by the Office of Administration, Division of Purchasing or the Department of Revenue or if the vendor's contract
to operate a license office has been cancelled for breach or terminated for breach, since August 1, 2022, a total
of fourteen (14) points shall be deducted from the vendor’s overall peint score.

b. If any of the vendor’s owners, officers, or proposed Contract License Office Manager as defined in Attachment 3,
was an owner or officer previously involved with a license office contractor who was suspended or whose
contract to operate a license office was cancelled or terminated for breach, since August 1, 2022, and the owners,
officers, or proposed Contract License Office Manager as defined in Attachment 3 were an owner or an “officer”
(as the term “officer” was defined in the RFP resulting in the contract award) of the contractor, then a total of
fourteen (14) points shall be deducted from the vendor’s overall point score.

c. After one (1) calendar year has passed since vendor was suspended by the Office of Administration, Division of
Purchasing or the Department of Revenue, or after one (1) calendar year has passed since vendor had a contract
to operate a license office that has been cancelled for breach or terminated for breach, the point deduction will
be reduced to seven (7} points. After two (2) calendar years have passed since vendor was suspended by the
Office of Administration, Division of Purchasing or the Department of Revenue, or after two {2) calendar years
have passed since vendor had a contract to operate a license office that has been cancelled for breach or
terminated for breach, the point deduction will be reduced to four (4) points. After three (3) calendar years have
passed since vendor was suspended by the Qffice of Administration, Division of Purchasing or the Department of
Revenue, or after three (3) calendar years have passed since vendor had a contract to operate a license office
that has been cancelled for breach or terminated for breach, the point deduction will be reduced to zero (0)
points.

d. After one (1) calendar year has passed since any of the vendor’s owners, officers, or proposed Contract License
Officer Manager as defined in Attachment 3, who were an owner or officer previously involved with a license
office contractor who was suspended or whose contract to operate a license office was cancelled or terminated
for breach, the point deduction will be reduced to seven (7) points. After two {2) calendar years have passed
since any of the vendor’s owners, officers, or proposed Contract License Officer Manager as defined in
Attachment 3, who were an owner or officer previously involved with a license office contractor who was
suspended or whose contract to operate a license office was cancelled or terminated for breach, the point
deduction will be reduced to four {4) points, After three (3) calendar years have passed since any of the vendor's
owners, officers, or proposed Contract License Officer Manager as defined in Attachment 3, who were an owner
or officer previously involved with a license office contractor who was suspended or whose contract to operate
a license office was cancelled or terminated for breach, the point deduction will be reduced to zero {0) points.

e. Even if multiple instances of the above situations are present, only a maximum total of fourteen (14) points shall
be deducted from the vendor’s overall point score. If multiple instances of the above situations are present, only
the most recent instance of vendor being suspended by the Office of Administration, Division of Purchasing or
the Department of Revenue, or only the most recent instance of vendor having a contract cancelled for breach
or terminated for breach, or only the most recent instance of any of vendor's owners, officers, or proposed
Contract License Officer Manager as defined in Attachment 3, who were an owner or officer (as the term “officer”
was defined in the RFP resulting in the contract award) of the contractor whose contract was cancelled or
terminated for breach will be considered for purposes of point reduction.

f. If a vendor is suspended by the Office of Administration, Division of Purchasing, or the Bepartment of Revenue,
any proposal will be handled and evaluated in accordance with 1 CSR 40 1.060(6). Reinstatement of a suspended
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vendor by the Office of Administration, Division of Purchasing after a suspension shall count as a suspension. A
suspension where a vendor’s appeal resulted in an overturning of the suspension shall not be considered as a
suspension.

Missouri Service-Disabled Veteran Business Enterprise Preference:

Pursuant to Section 34.074, RSMo, and 1 CSR 40-1.050, a three {3) bonus point preference shall be granted to vendors
who qualify as Missouri service-disabled veteran business enterprises and who complete and submit Exhibit C, Missouri
Service-Disabled Veteran Business Enterptise Preference, with the proposal. If the proposal does not include the
completed Exhibit C and the documentation specified in Exhibit C in accordance with the instructions provided therein, no
preference points will be applied.

Vendor Documentation:

Affidavit of Work Authorization and Documentation - Pursuant to Section 285.530, RSMo, if the vendor meets the Section
285.525, RSMo, definition of a “business entity,” the vendor must affirm the vendor's enrollment and participation in the
E-Verify federal work authorization program (see https://www.e-verify.gov/) with respect to the employees hired after
enrollmentin the program who are proposed to work in connection with the services requested herein. The vendor should
complete applicable portions of Exhibit D, Business Entity Certification, Enrollment Documentation, and Affidavit of Work
Autherization. The applicable portions of Exhibit D must be submitted prior to an award of a contract.

Motor Vehicle Registration and Tax Clearance Authorization and Release {Exhibit E} — Unless the vendor is a political
subdivision, the vendor should complete and submit Exhibit E, Sections A and B so the state agency can verify that the
vendor and each of the vendor’s officers {and the officers’ spouses, if filing a joint tax return) and any business the officers
own, if applicable, have filed and paid all applicable personal property and Federal and Missouri state taxes, including
interest and additions to tax, and has properly titied and registered with the state agency as required by law, all motor
vehicles, trailers, ali-terrain vehicles, vessels, and outboard motors owned or co-owned by the organization or person and
any business the person owns, or leased, if the person or organization leasing the unit is responsible for the registration
and payment of personal property taxes on the unit. Exhibit E, Sections A and B must be submitted prior to an award of
contract in accordance with the following:

a. Exhibit E, Section A must be completed for the vendor, identifying the required information for the entity whose
name is identified in the signature block at the bottom of the RFP cover page. Along with all the information
required in Section A, each of the officers of the vendor is required to be identified in Section A. If the vendor is
a sole proprietor, the vendor is advised that the information provided in Section A shall be related to the sole
proprietorship, rather than the individual.

b. Exhibit E, Section B must be completed separately by each of the vendor’s officers identified in Exhibit E, Section
A. In the event any of the officers are spouses, the vendor must provide a completed Section B for each spouse.
if the vendor is a sole praprietor, the vendor is advised that the information provided in Section B shall be related
to the individual, rather than sole proprietorship.

¢ Paid Personal Property Tax Receipts — Unless the vendor is a political subdivision, the vendor should submit a
copy of the corresponding paid tax receipts or statements of non-assessment issued by the county or the City of
St. Louis for the vendor, the vendor's officers, and their businesses as proof that personal property taxes have
been paid or were not assessed for the previous three {3) calendar years (based on the RFP proposal end date)
for the motor vehicles, trailers, all-terrain vehicles, vessels, and outboard motors {units) listed in Exhibit E. If tax
receipts or statements of non-assessment are not provided for any of these units, the vendor should submit a
statement explaining the reason. If the officer or business failed to declare the unit, the vendor should obtain a
corrected tax receipt or statement from the collector or assessor that indicates taxes have been paid or were not
due on the unit. The applicable paid personal property tax receipts and/or documentation must be submitted
prior to an award of a contract.

d. Confidential Records Submission Requirements — Each document listed above shali be considered as confidentia!
pursuant to Section 32.057, or subsection 3 of Section 32.090, and subsection 14 of Section 610.021, RSMo.

Background Security Clearance — Unless the vendor is a political subdivision, the vendor should submit a criminal record
personal identifier background security clearance report {Name-Based Search) or a fingerprint based search report for
each of the vendor’s officers identified in Exhibit E, Section A, by the Missouri State Highway Patrol as identified in Section
43.530, RSMo. The background security clearance report must be submitted prior to an award of contract.
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a. Information about requesting the background security clearance may be found at the following website address.
The Missouri Automated Criminal History Site (MACHS) may also be accessed from the following website:
http://www.mshp.dps.missouri.gov/MSHPWeb/PatrolDivisions/CRID/crimRecChk html

b. The background security clearance report must be dated no earlier than sixty (60} calendar days prior to the
proposal end date (date the proposal is due).

c Confidential Records Submission Requirements — Each document listed above shall be considered as confidential
pursuant to Section 32.657, or subsection 3 of Section 32.090, and subsection 14 of Section 610.021 RSMo.

ey o) TAIVIL.

END OF PART FOUR: PROPOSAL SUBMISSION INFORMATION AND REQUIREMENTS
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STATE OF MISSOURI
DEPARTMENT OF REVENUE
TERMS AND CONDITIONS -- REQUEST FOR PROPOSAL

TERMINOLOGY/DEFINITIONS

Whenever the following words and expressions appear in a Request for Proposal {RFP) document or any addendum
thereto, the definition or meaning described below shall apply.

a.

Agency and/or State Agency means the statutory unit of state government in the State of Missouri for which the
equipment, supplies, and/or services are being purchased by the Department of Revenue (DOR). The agency is
also responsible for payment.

Addendum means a written, official modification to the RFP.

Amendment means a written, official modification to a contract.

Attachment applies to all forms which are included with the RFP to incorporate any informational data or
requirements related to the performance requirements and/or specifications.

Proposal End Date and Time and similar expressions mean the exact deadline required by the RFP for the receipt
of sealed proposals,

Vendor means the supplier, offeror, person, or organization that responds to the RFP by submitting a proposal
with prices to provide the equipment, supplies, and/or services as required in the RFP document.

Buyer means the procurement staff member of the DOR. The Contact Person as referenced herein is usually the
Buyer.

Contract means a legal and binding agreement between two or more competent parties, for a consideration for
the procurement of equipment, supplies, and/or services.

Contractor means a supplier, offeror, person, or organization who is a successful vendor as a result of the RFP
and who enters into a contract.

Exhibit applies to forms which are included with the RFP for the vendor to complete and submit with the sealed
proposal prior to the specified end date and time.

Request for Proposal (RFP) means the solicitation document issued by the DOR to potential vendors for the
purchase of equipment, supplies, and/or services as described in the document. The definition includes these
Terms and Conditions as well as all Pricing Pages, Exhibits, Attachments, and Addendums thereto.

May means that a certain feature, component, or action Iis permissible, but not required.

Must means that a certain feature, component, or action is a mandatory condition.

Pricing Page(s) applies to the form(s) on which the vendor must state the price(s} applicable for the equipment,
supplies, and/or services required in the RFP. The pricing pages must be completed and submitted by the vendor
with the sealed proposal prior to the specified proposal end date and time.

RSMo {Revised Statutes of Missouri) refers to the body of laws enacted by the Legislature which govern the

operations of all agencies of the State of Missouri. Chapter 34 of the statutes is the primary chapter governing
the operations of the DOR.

Shall has the same meaning as the word must,

Should means that a certain feature, component and/or action is desirable but not mandatory.



RFPSDOR220036

Page 39

APPLICABLE LAWS AND REGULATIONS

a. The contract shall be construed according to the laws of the State of Missouri. The contractor shall comply with
all local, state, and federal laws and regulations related to the performance of the contract to the extent that the
same may be applicable.

b. To the extent that a provision of the contract is contrary to the Constitution or laws of the State of Missouri or of
the United States, the provisions shall be void and unenforceabls, However, the balance of the contract shall
remain in force between the parties unless terminated by consent of both the contractor and the DOR.

b. The contractor must be registered and maintain good standing with the Secretary of State of the State of Missouri
and other regulatory agencies, as may be required by law or regulations.

c. The contractor must timely file and pay all Missouri sales, withholding, corporate and any other required Missouri
tax returns and taxes, including interest and additions to tax.

d. The exclusive venue for any legal proceeding relating to or arising out of the RFP or resulting contract shall be in
the Circuit Court of Cole County, Missouri.

f. The contractor shall only employ personnel authorized to work in the United States in accordance with applicable
federal and state laws and Executive Order 07-13 for work performed in the United States.

OPEN COMPET{TION/REQUEST FOR PROPQOSAL DOCUMENT

a. It shall be the vendor's responsibility to ask questions, request changes ar clarification, or otherwise advise the
DOR if any language, specifications or requirements of the RFP appear to be ambiguous, contradictory, and/or
arbitrary, or appear to inadvertently restrict or limit the requirements stated in the REP to a single source. Any
and all communication from vendors regarding specifications, requirements, competitive proposal process, etc.,
must be directed to the buyer from the DOR, unless the RFP specifically refers the vendor to another contact.
Such email, fax, or phone communication should be received at least ten calendar days prior to the official
proposal end date.

b. Every attempt shall be made to ensure that the vendor receives an adequate and prompt response. However, in
order to maintain a fair and equitable pracurement process, all vendors will be advised, via the issuance of an
addendum to the RFP, of any relevant or pertinent infarmation related to the procurement. Therefore, vendors
are advised that unless specified elsewhere in the RFP, any questions received less than ten calendar days prior
to the RFP end date may not be answered.

C. Vendors are cautioned that the only official position of the State of Missouri is that which is issued by the DOR in
the RFP or an addendum thereto. No other means of communication, whether oral or written, shali be construed
as a formal or official response or statement.

d. The DOR monitors all procurement activities to detect any possibility of deliberate restraint of competition,
collusion among vendors, price-fixing by vendors, or any other anticompetitive conduct by vendors which
appears to violate state and federal antitrust laws. Any suspected violation shall be referred to the Missouri
Attorney General's Office for appropriate action,

e, The RFP is available for viewing and downloading on the MissouriBUYS Statewide eProcurement System.
Registered vendors are electronically notified of those proposal opportunities that match the commodity codes
for which the vendor registered in MissouriBUYS. If a registered vendor’s email address is incorrect, the vendor
must update the email address themselves on the state's MissouriBUYS Statewide eProcurement System at

https://missouribuys.mo.gov/.

f. The DOR reserves the right to officially amend or cancel the RFP after issuance. It shall be the sole responsibility
of the vendor to monitor the MissouriBUYS Statewide eProcurement System to obtain a copy of the
addendum(s). Registered vendors who received email notification of the proposal opportunity when the RFP was
established and registered vendors who have responded to the RFP on-line prior to an addendum being issued
should receive email notification of the addendum(s). Registered vendors who received email notification of the
proposal opportunity when the RFP was established and registered vendors who have responded to the proposal
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on-line prior to a cancellation being issued should receive email notification of a cancellation issued prior to the
exact end date and time specified in the RFP,

PREPARATION OF PROPOSALS
a. Vendors must examine the entire RFP carefully. Failure to do so shalt be at the vendor’s risk.
b. Unless otherwise specifically stated in the RFP, all specifications and requirements constitute minimum

requirements. All proposals must meet or exceed the stated specifications and requirements.

C. Unless otherwise specifically stated in the RFP, any manufacturer names, trade names, brand names, information
and/or catalog numbers listed in a specification and/or requirement are for informational purposes only and are
not intended to limit competition. The vendor may offer any brand which meets or exceeds the specification for
any itern, but must state the manufacturer's name and model number for any such brands in the proposal. In
addition, the vendor shall explain, in detail, (1) the reasons why the proposed equivalent meets or exceeds the
specifications and/or requirements and {2) why the proposed equivalent should not be considered an exception
thereto. Proposals which do not comply with the requirements and specifications are subject to rejection without
clarification.

d. Proposals lacking any indication of intent to offer an alternate brand or to take an exception shall be received
and considered in complete compliance with the specifications and requirements as listed in the RFP.

e. In the event that the vendor is an agency of state government or other such politicai subdivision which is
prohibited by law or court decision from complying with certain provisions of the RFP, such a vendor may submit
a proposal which contains a list of statutory limitations and identification of those prohibitive clauses. The vendor
should include a complete list of statutory references and citations for each provision of the RFP, which is affected
by this paragraph. The statutory limitations and prohibitive clauses may {1) be reguested to be clarified in writing
by the DOR or {2) be accepted without further clarification if the statutory limitations and prohibitive clauses are
deemed acceptable by the DOR. If the DOR determines clarification of the statutory limitations and prohibitive
clauses Is necessary, the clarification will be conducted in order to agree to language that reflects the intent and
compliance of such law and/or court order and the RFP.

f. All equipment and supplies offered in a proposal must be new, of current production, and avaitable for marketing
by the manufacturer unless the RFP clearly specifies that used, reconditioned, or remanufactured equipment and
supplies may be offered.

2. Prices shall include all packing, handling and shipping charges FOB destination, freight prepaid and aillowed unless
otherwise specified in the RFP.

h. Proposals, including all prices therein, shall remain valid for ninety {90) days from proposal opening or Best and
Final Offer (BAFO} submission unless otherwise indicated. If the proposal is accepted, the entire proposal,
including all prices, shall be firm for the specified contract period.

i. Any foreign vendor not having an Federal Employer Identification Number (FEIN) assigned by the United States
Internal Revenue Service {IRS) must submit a completed IRS Form W-8 prior to or with the submission of their
proposal in order to be considered for award.

SUBMISSION OF PROPOSALS

a. Registered vendors must submit proposals electronically through the MissouriBUYS Statewide eProcurement
System at https://missouribuys.mo.gov/ no later than the exact end date and time specified in the RFP. All
proposals must (1) be submitted by a duly authorized representative of the vendor's organization, (2} contain all
information required by the RFP, and (3) be priced as required.

b. A proposal submitted electronically by a registered vendor may be modified online through the MissouriBUYS
Statewide eProcurement system prior to the official end date and time. Telephone or emailed requests to modify
a proposal shall not be honored.

c. A proposal submitted electronically by a registered vendor may be retracted on-line prior to the official end date
and time. Telephone or emailed requests to withdraw a proposal shall not be honored.
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d. A proposal may also be withdrawn after the proposal opening through submission of a written reguest by an
authorized representative of the vendor. Justification of withdrawal decision may include a significant error or
exposure of proposal information that may cause irreparable harm to the vendor.

e. When submitting a proposal electronically, the registered vendor indicates acceptance of all RFP requirements,
terms and conditions by clicking on the "Accept” button on the Overview tab.

f. Faxed proposals shall not be accepted. However, faxed and email no-bid notifications shall be accepted.
PROPOSAL OPENING
a. Proposal openings are public on the end date and at the opening time specified on the RFP document. Only the

names of the respondents shall be read at the proposal opening. All vendors may view the same proposal
response information on the MissouriBUYS Statewide eProcurement System. The contents of the responses shall
not be disclosed at this time.

b. Proposals which are not received in the DOR office prior to the official end date and time shall be considered late,
regardless of the degree of lateness, and normally will not be opened. Late proposals may only be opened under
extraordinary circumstances in accordance with 1 CSR 40-1.050.

PREFERENCES

a. In the evaluation of proposals, preferences shall be applied in accordance with Chapter 34, RSMo, other
applicable Missouri statutes, and applicable Executive Orders. Contractors should apply the same preferences in
selecting subcontractors.

b. By virtue of statutory authority, a preference will be given to materials, products, supplies, provisions and all
other articles produced, manufactured, mined, processed or grown within the State of Missouri and to all firms,
corporations or individuals doing business as Missouri firms, corporations or individuals. Such preference shall
be given when quality is equal or better and delivered price is the same or less.

c. In accordance with Executive Order 03-30, contractors are encouraged to utilize certified minority and women-
owned businesses in selecting subcontractors.

EVALUATION/AWARD

a. Any clerical error, apparent on its face, may be corrected by the buyer before contract award. Upon discovering
an apparent clerical error, the buyer shall contact the vendor and request clarification of the intended proposal.
The correction shall be incorporated in the notice of award. Examples of apparent clerical errors are: 1)
misplacement of a decimal point; and 2) obvious mistake in designation of unit.

b. Any pricing information submitted by a vendor shall be subject to evaluation if deemed by the DOR to be in the
best interest of the State of Missouri.

C. The vendor is encouraged to propose price discounts for prompt payment or propose other price discounts that
would benefit the State of Missouri. However, unless otherwise specified in the RFP, pricing shall be evaluated at
the maximum potential financial liability to the State of Missouri.

d. Awards shall be made to the vendor whose proposal (1} complies with all mandatory specifications and
requirements of the RFP and (2} is the lowest and best proposal, cansidering price, responsibility of the vendor,
and all other evaluation criteria specified in the RFP and any subsequent negotiations and (3} complies with
Chapter 34, RSMo, other applicable Missouri statutes, and all applicable Executive Orders.

e. In the event all vendors fail to meet the same mandatory requirement in the RFP, the DOR reserves the right, at
its sole discretion, to waive that requirement for all vendors and to proceed with the evaluation. In addition, the

DOR reserves the right to waive any minor irregularity or technicality found in any individual proposal.

f. The DOR reserves the right to reject any and al! proposals,



RFPSDOR220036

10.

0.

Page 42

When evaluating a proposal, the State of Missouri reserves the right to consider relevant information and fact,
whether gained from a proposal, from a vendor, from vendor’s references, or from any other source,

Any infarmation submitted with the proposal, regardless of the format or placement of such information, may
be considered in making decisions related to the responsiveness and merit of a proposal and the award of a
contract.

Negotiations may be conducted with those vendors who submit potentially acceptable proposals. Proposal
revisions may be permitted for the purpose of obtaining best and final offers. In conducting negotiations, there
shall be no disclosure of any information submitted by competing vendors.

Any award of a contract shall be made by notification from the DOR to the successful vendor. The DOR reserves
the right to make awards by item, group of items, or an all or none basis. The grouping of items awarded shall be
determined by the DOR based upon factors such as item similarity, location, administrative efficiency, or other
considerations in the best interest of the State of Missouri.

Pursuant to Section 610.021, RSMo, proposals and related documents shall not be available for public review
until after a contract is executed or all proposzls are rejected.

The DOR posts all proposal results on the MissouriBUYS Statewide eProcurement System for alt vendors to view
for a reasonable period after proposal award and maintains images of all proposal file material for review.
Vendors who include an email address with their proposal will be notified of the award results via email.

The DOR reserves the right to request clarification of any portion of the vendor’'s response in order to verify the
intent of the vendor. The vendor is cautioned, however, that its response may be subject to acceptance or
rejection without further clarification.

Any proposal award protest must be received within ten (10) business days after the date of award in accordance
with the requirements of 1 CSR 40-1.050.

The final determination of contract(s) award shall be made by the DOR.

CONTRACT/PURCHASE ORDER

By submitting a proposal, the vendor agrees to furnish any and all equipment, supplies and/or services specified
in the RFP, at the prices quoted, pursuant to all requirements and specifications contained therein.

A binding contract shall consist of: (1} the RFP, addendums thereto, and any Best and Final Offer (BAFQ)
request{s} with the RFP changes/additions, {2) the contractor's proposal including any contractor BAFO
response(s), (3} clarification of the proposal, if any, and {4) the DOR's acceptance of the proposal by "notice of
award" or by "purchase order.” All Exhibits and Attachments included in the RFP shall be incorporated into the
contract by reference.

A notice of award issued by the State of Missouri does not constitute an authorization for shipment of equipment
or supplies or a directive to proceed with services. Before providing equipment, supplies and/or services for the
State of Missouri, the contractor must receive a properly authorized purchase order, notice to proceed, or other
form of authorization given to the contractor at the discretion of the state agency.

The contract expresses the complete agreement of the parties and performance shall be governed solely by the
specifications and requirements contained therein. Any change to the contract, whether by modification and/for
supplementation, must be accomplished by a formal contract amendment signed and approved by and between
the duly authorized representative of the contractor and the DOR or by a modified purchase order prior to the
effective date of such modification. The contractor expressly and explicitly understands and agrees that no other
method and/or no other document, including correspondence, acts, and oral communications by or from any
person, shall be used or construed as an amendment or modification to the contract.

INVOICING AND PAYMENT

The State of Missouri does not pay state or federal taxes unless otherwise required under law or regulation.
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b. The statewide financial management system has been designed to capture certain receipt and payment
information. For each purchase order received, an invoice must be submitted that references the purchase order
number and must be itemized in accordance with items listed on the purchase order. Failure to comply with this
requirement may delay processing of invoices for payment.

C. The contractor shall not transfer any interest in the contract, whether by assignment ot otherwise, without the
prior written consent of the DOR.

d. Payment for all equipment, supplies, and/or services required herein shall be made in arrears unless otherwise
indicated in the RFP.

e. The State of Missouri assumes no obligation for equipment, supplies, and/or services shipped or provided in
excess of the quantity ordered. Any unauthorized quantity is subject to the state's rejection and shall be returned
at the contractor's expense,

f. Al invoices for equipment, supplies, and/or services purchased by the State of Missouri shall be subject to late
payment charges as provided in Section 34.055, RSMo.

g. The State of Missouri reserves the right to purchase goods and services using the state purchasing card.

DELIVERY

Time is of the essence. Deliveries of equipment, supplies, and/for services must be made no later than the time stated in
the contract or within a reasonable period of time, if a specific time is not stated.

INSPECTION AND ACCEPTANCE

No equipment, supplies, and/or services received by an agency of the state pursuant to a contract shall be
deemed accepted until the agency has had reasonable opportunity to inspect said equipment, supplies, and/or
services.

All equipment, supplies, and/or services which do not comply with the specifications and/or requirements or
which are otherwise unacceptable or defective may be rejected. In addition, all equipment, supplies, and/or
services which are discovered to be defective or which do not conform to any warranty of the contractor upon
inspection (or at any later time if the defects contained were not reasonably ascertainable upon the initial
inspection} may be rejected.

The State of Missouri reserves the right to return any such rejected shipment at the contractor's expense for full
credit or replacement and to specify a reasonable date by which replacements must be received.

The State of Missouri's right to reject any unacceptable equipment, supplies, and/or services shall not exclude
any other legal, equitable or contractual remedies the state may have.

WARRANTY

The contractor expressly warrants that all equipment, supplies, and/or services provided shall: (1) conform to
each and every specification, drawing, sample or other description which was furnished to or adopted by the
DOR, (2) be fit and sufficient for the purpose expressed in the RFP, (3) be merchantable, {4) be of good materials
and workmanship, and {5) be free from defect.

Such warranty shall survive delivery and shall not be deemed waived either by reason of the state's acceptance
of or payment for said equipment, supplies, and/or services.

CONFLICT OF INTEREST

Elected or appointed officials or employees of the State of Missouri or any political subdivision thereof, serving
in an executive or administrative capacity, must comply with Sections 105.452 and 105.454, RSMo, regarding
conflict of interest.
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b. The contractor hereby covenants that at the time of the submission of the proposal the contractor has no othel
contractual relationships which would create any actual or perceived conflict of interest. The contractor further
agrees that during the term of the contract neither the contractor nor any of its employees shall acquire any
other contractual relationships which create such a conflict.

REMEDIES AND RIGHTS

a. No provision in the contract shall be construed, expressly or implied, as a waiver by the State of Missouri of any
existing or future right and/or remedy available by law in the event of any claim by the State of Missouri of the
contractor's default or breach of contract,

b. The contractor agrees and understands that the contract shall constitute an assignment by the contractor to the
State of Missouri of all rights, title and interest in and to all causes of action that the contractor may have under
the antitrust laws of the United States or the State of Missouri for which causes of action have accrued or will
accrue as the result of or in relation to the particular equipment, supplies, and/or services purchased or procured
by the contractor in the fulfillment of the contract with the State of Missouri.

CANCELLATION OF CONTRACT

a. In the event of material breach of the contractual obligations by the contractor, the DOR may cancel the contract.
At its sole discretion, the DOR may give the contractor an opportunity to cure the breach or to explain how the
breach will be cured. The actual cure must be completed within no more than ten (10} working days from
notification, or at a minimum the contractor must provide the DOR within ten (10) working days from notification
a written plan detailing how the contractor intends to cure the breach.

b. if the contractor fails to cure the breach or if circumstances demand immediate action, the DOR will issue a notice
of cancellation terminating the contract immediately. If it is determined the DOR improperly cancelled the
contract, such cancellation shall be deemed a termination for convenience in accordance with the contract.

c If the DOR cancels the contract for breach, the DOR reserves the right to obtain the equipment, supplies, and/or
services to be provided pursuant to the contract from other sources and upon such terms and in such manner as
the DOR deems appropriate and charge the contractor for any additional costs incurred thereby.

d. The contractor understands and agrees that funds required to fund the contract must be appropriated by the
General Assembly of the State of Missouri for each fiscal year included within the contract period. The contract
shall not be binding upon the state for any period in which funds have not been appropriated, and the state shall
not be liable for any costs associated with termination caused by lack of appropriations.

COMMUNICATIONS AND NOTICES

Any notice to the vendor/contractor shall be deemed sufficient when depaosited in the United States mail postage prepaid,
transmitted by facsimile, transmitted by email or hand-carried and presented to an authorized employee of the
vendor/contractor.

BANKRUPTCY OR INSCLVENCY

a. Upon filing for any bankruptcy or insolvency proceeding by or against the contractor, whether voluntary or
involuntary, or upon the appointment of a receiver, trustee, or assignee for the benefit of creditors, the
contractor must notify the DOR immediately.

b. Upon learning of any such actions, the DOR reserves the right, at its sole discretion, to either cancel the contract
or affirm the contract and hold the contractor responsible for damages.

INVENTIONS, PATENTS AND COPYRIGHTS
The contractor shall defend, protect, and hold harmless the State of Missouri, its officers, agents, and employees against

all suits of law or in equity resulting from patent and copyright infringement concerning the contractor's performance or
products produced under the terms of the contract.
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NON-DISCRIMINATION AND AFFIRMATIVE ACTION

In connection with the furnishing of equipment, supplies, and/or services under the contract, the contractor and all
subcontractors shall agree not to discriminate against recipients of services or employees or applicants for employment
on the basis of race, color, religion, national origin, sex, age, disability, or veteran status unless otherwise provided by law,
If the contractor or subcontractor employs at least fifty {50) persons, they shall have and maintain an affirmative action
program which shall include:

a. A written policy statement committing the organization to affirmative action and assigning management
responsibilities and procedures for evaluation and dissemination;

b. The identification of a person designated to handle affirmative action;

C. The establishment of non-discriminatory selection standards, objective measures to analyze recruitment, an
upward mobility system, a wage and salary structure, and standards applicable to layoff, recall, discharge,
demotion, and discipline;

d. The exclusion of discrimination from all collective bargaining agreements; and
e. Perfermance of an internal audit of the reporting system to monitor execution and to provide for future planning.

If discrimination by a contractor is found to exist, the DOR shall take appropriate enforcement action which may include,
but not necessarily be limited to, cancellation of the contract, suspension, or debarment by the DOR until corrective action
by the contractor is made and ensured, and referral to the Attorney General's Office, whichever enforcement action may
be deemed most appropriate.

AMERICANS WITH DISABILITIES ACT

In connection with the furnishing of equipment, supplies, and/or services under the contract, the contractor and all
subcontractors shalf comply with all applicable requirements and provisions of the Americans with Disabilities Act {ADA).

FILING AND PAYMENT OF TAXES

The commissioner of administration and other agencies to which the state purchasing law applies shall not contract for
goods or services with a vendor if the vendor or an affiliate of the vendor makes sales at retail of tangible personal property
or for the purpose of storage, use, or consumption in this state but fails to collect and properly pay the tax as provided in
Chapter 144, RSMo. For the purposes of this section, "affiliate of the vendor" shall mean any person or entity that is
controlled by or is under common control with the vendor, whether through stock ownership or otherwise. Therefore the
vendor’s failure to maintain compliance with Chapter 144, RSMo, may eliminate their proposal from consideration for
award.

TITLES

Titles of paragraphs used herein are for the purpose of facilitating reference only and shall not be construed to infer a
contractual construction of language.

Revised 11/09/2022
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EXHIBIT A
Personnel, Method of Performance, Experience, and Training

SECTAON A: PERSONNEL RETENTION

The intention of this section is to determine what vendors will commit to pay as a minimum hourly wage for all persennel
that wili review documentation or process license office transactions as well as what amount of training will be provided
to new employees processing motor vehicle or driver licensing transactions.

Additional pay increases may be given beyond what is proposed as a minimum hourly wage below. Paints will be awarded
as stated in Attachment 6 of the RFP for the responses made below.

A-l: Minimum Hourly Wage

Indicate the minimum hourly wage, excluding any benefits or bonuses, you commit to for all personnel that will review
documentation or process license office transactions. If any personnel will be paid an annual salary, factor the number of
hours they will work and break the annual salary amount out to an hourly wage. Additional pay increases may be given
beyond what is proposed below. Points will be awarded as stated in Attachment 6 of the RFP.

Hourly salary: | $ 17.00

A-2: Training ~ New Employees

Indicate the minimum number of hours every new employee will Job Shadow and/or Reverse Job Shadow (as those terms
are defined in Attachment 3} experienced employees processing motor vehicle and/or driver’s license transactions within
the first six {6} months of employment. If the vendor selects zero {0} hours, every new employee will still be required to
complete the mandatory training in Section 2.3.6.

J 120 hours

80 hours

40 hours

0 hours

A-3: Training — Contract License Office Manager

Indicate the minimum number of hours the Contract License Office Manager will train on all aspects of managing a license
office with an experienced manager of a License Office, Field Coordinator, or as otherwise approved by the state agency
within the first ninety (50) days of employment. If the vendor selects zero (0) hours, the Contract License Office Manager
will still be required to complete the mandatory training in Section 2.3.6. If the Contract License Office Manager's
experience cannot be validated, no points will be awarded for this section.

J Contract License Office Manager has one {1) or more years of experience as a manager of a License Office
within the last {5} years.

120 hours

80 hours

40 hours

0 hours
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EXHIBIT A (Continued)

SECTION B: CUSTOMER SERVICE INITIATIVES AND VENDOR EXPERIENCE

Licen se offices act as the face of state government and as such should strive to provide exceptional customer service, by
not only providing prompt, accurate, and friendly service, but also by ensuring the office is maintained in a professional
and clean manner. tn addition, personnel should present themselves in a professional and courteous manner the same as
one would expect when entering any professional place of business. The following sections provide the vendor an
opportunity to propose items that will help ensure exceptional customer service to the citizens of Missouri.

B-1: Pubiic Restroom

Indicate the amenities offered by the office:

/ ADAAA compliant restroom located within the license office that will be available to the public upon request,
cleaned on a daily basis, and functioning with little to no closure during regular business hours.

A non-ADAAA compliant restroom located within the license office that will be available to the public upon
request, cleaned on a daily basis, and functioning with little to no closure during regular business hours.

Access to an ADAAA compliant restroom located within the facility, such as an office building or strip mall, that is
not the responsibitity of the License Office and is no more than 500 feet from door to door.

Access to a restroom within the facility, such as an office building or strip mall, that is not the responsibility of the
License Office and is no more than 500 feet from door to door.

No restroom will be available.

B-2: Wait Times

Indicate which one of the following the vendor will maintain each day:

/ Contractor will maintain a wait time of 15 minutes or less in both motar vehicle and driver license.

Contractor will maintain a wait time of 30 minutes or less in both motor vehicle and driver license.

B-3: Pre-Screener

Indicate which one of the following additional services will be provided to customers to reduce wait times. See Section
2.8.3 for pre-screener requirements. The pre-screener will be assisting customers in the license office for:

75 % or more of all office hours each month
L__] 50% or more of all office hours each month
D 25% or more of all office hours each month

D Vendor does not commit to providing pre-screener services
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EXHIBIT A (Continued)

B-4: Assistance to customers

Indicate the services or accommodations provided to customers on a daily basis {in addition to the requirements specified
in Section 2.8.4)

J Monitor(s} that are a minimum of 32" and will at a minimum display what customers must submit to complete
transactions.

J Take a number system (may be manual or electronic) for customers as they enter the office, that is used on a
daily basis, even when the office is not busy.

B-5: Asslstance to customers - Contract License Office Manager's Presence in a License Office

Vendor should select one of the following to indicate the minimum number of hours each week the Contract License Office
Manager, as defined in Attachment 3, will be on-site in this license office during operating hours.

/ The vendor proposes that the Contract License Office Manager named below will be present in the license
office during all required operating hours per week.

The vendor proposes that the Contract License Office Manager named below will be present at least 75% of all
required operating hours per week.

The vendor proposes that the Contract License Office Manager named below will be present at least 50% of all
required operating hours per week.

The vendor proposes that the Contract License Office Manager named below will be present less than 50% of all
required operating hours per week.

B-6 Contract License Office Manager Experience

The state agency may verify the license office experience information for the Contract License Office Manager the
vendor claims below based on the state agency’s records at the time of evaluation. However, if the vendor fails to claim
some or all of their Contract License Office Manager’s experience, the vendor will not receive points for such. The
vendor’s Contract License Office Manager’s experience will be scored using the definitions included on Attachment 6.

B-6A  Contract License Office Manager

tdentify the name and contact information of the Contract License Office Manager, as defined in Attachment 3. {Exhibit
E, Section B must be completed for the Contract License Office Manager). Once an individual is named as a Contract License
Office Manager of an awarded contract, they cannot be named as a Contract License Office Manager in any other awarded
contracts, or in any further bid proposals, while remaining in the capacity of a Contract License Office Manager, unless it is for
the rebid of the license office in which the current Contract License Officer Manager manages. An exception may be made
based on the required operating hours listed on Attachment 1 for each location proposed or under contract, and the percent of
hours identified on Exhibit A Section B-6 of the RFP, or the corresponding documentation of an awarded contract to determine
the allocation of hours worked by the Contract License Office Manager, Specific contact information of individual as required
bySection2.3.1g

Contract License Office Manager Name

Breanna Lea Gonzalez

Email Address Phone Number

joplin@bcfo.org (417) 623-9700
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EXHIBIT A (Continued)

B-6B Contract License Office Manager Experience — Inventory Control

Identify the Contract License Office Manager’s experience monitoring and maintaining inventory controls.

1) Has the Contract License Office Manager been assessed charges for missing inventory during the iast two {2)
years in their capacity as an owner, officer, contract manager, or office manager of another license office?

/ Yes Contract License Office Manager has been assessed inventory charges in the last two (2) years
in a total amount equal to or greater than one-hundred (100) dollars.

Yes Contract License Office Manager has been assessed inventory charges in the last two (2) years
in a total amount less than one-hundred (100) dollars but equal to or greater than fifty (50)
dollars.

Yes Contract License Office Manager has been assessed inventory charges in the last two (2) years

in a total amount less than fifty (S0) dollars.

No Contract License Office Manager has not been assessed any inventory charges in the last two
(2) years.

N/A Contract License Office Manager has no prior License Office experience.

2) Has the Contract License Office Manager been assessed shipping costs for placing more than two inventory
orders in a month?

Yes

/No

N/A Contract License Office Manager has no prior License Office experience.

3) Vendor should select the one that best describes the Contract License Office Manager inventory experience. The
Contract License Office Manager:

/ Has worked directly in a license office in a management role responsible for stocking, monitoring, and
ordering inventory for the license office for at least five (S} out of the previous ten {10} years.

Has worked in a retail or consumer-driven business for at least the last ten (10) years with
responsibility for stocking and monitoring inventory, and for utilizing and understanding the
importance of inventory controls, but has never been responsible for ordering inventory.

Has worked in a retail or consumer-driven business for at least the last five (5) years and understands
the importance of maintaining adequate inventory levels, but has never been responsible for stocking,
monitoring, or ordering inventory.

Contract License Office Manager has no prior inventory experience.
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EXHIBIT A (Continued)

B-6C:  Experlence - Contract License Office Manager’s - Customer Service Experience

Identify the Contract License Office Manager’s experience in a customer service position.

/ The Contract License Office Manager has been in a customer service position for all of the last 15 years.

The Contract License Office Manager has worked at least ten {10) years over the last 15 yearsina
customer service position.

The Contract License Office Manager has worked at least six {6) years over the Jast 15 yearsina
customer service position.

The Contract License Office Manager has less than six (6) years of experience over the last 15 yearsina
customer service position.

B-6D: Experience - Contract License Office Manager’s - Transaction Processing

1} Identify the Contract License Office Manager’s past years of experience performing motor vehicle and driver
license transaction processing.

|:I More than 10 years of experience.

Over five years up to 10 years of experience.
D Over three years up to five years of experience.
D Over one year up to three years of experience.

I:l One year or less of experience.

2) Identify the Contract License Office Manager’s experience processing transactions on state agency specific
equipment identified in the RFP:

a) Inthe last five (S} years the Contract License Office Manager has processed at least:

1,000 or more Driver License Transactions
EI 500-999 Driver License Transactions
D Less than 500 Driver License Transactions

D Never worked in a License Office or never processed Driver License Transactions.

b} Inthe last five (5} years the Contract License Office Manager has processed at least:

1,000 or more Motor Vehicle Transactions

D 500-999 Motor Vehicle Transactions

I:I Less than 500 Motor Vehicle Transactions

D Never worked in a License Office or never processed Motor Vehicle Transactions

If applicable, were 50% or more of the motor vehicle transactions indicated a transaction type other than a
motor vehicle renewal?

Yes
I:l No
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EXHIBIT A (Continued)

B-6D: Experience - Contract License Office Manager’s - Transaction Processing - Continued
3} in addition, the Contract License Office Manager has:

Worked in a profession over the past ten (10) years with three (3) or more of the following computer
programs: {1) Windows 7 or above; (2) Microsoft Office, including Excel, Outlook, and Word; (3}
SharePoint; (4) Internet Explorer, Microsoft Edge, or Google Chrome; (5) WebEx; and {6} Adobe
Acrobat Reader or better.

I:I Worked in a profession over the past five {5) years with three {3) or mare of the following computer
programs: (1) Windows 7 or above; (2) Microsoft Office, including Excel, Qutlook, and Word; (3)
SharePoint; (4) internet Explorer, Microsoft Edge, or Google Chrome; {S} WebEx; and (6) Adobe
Acrobat Reader or better,

D Not met either of the computer experience qualifications identified above.

SECTION C: Miscellanecus Items ;

Cc-1 Select the following items that the vendor commits to having in their license office.
Yes D No A private working area for a State of Missouri staff member as described in
Section 2.8.5 a. of the RFP.
Yes |:| No Will provide a separate, non-published phone number for state agency use.
Yes I:I No Installed security system will allow the state agency’s Central Office access to

view the security system cameras via the Internet at any time, without
requesting permission. {The state agency will access on an as needed basis to
address real time customer concerns as well as fraud review)

c-2 Panic Buttons - Which of the following alarm-monitored panic buttons will the vendor’s license office have:

D Yes D No Will install at least one (1) concealed, alarm-monitored panic button under
the customer service counter{s)/desk(s).

Yes !:I No Willinstalf a concealed, alarm-monitored panic button under the customer
service counters/desks between every two (2) workstations. (Credit will not
be given if there are not at least three workstations in Attachment 1)
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EXHIBIT A {Continued)

SECTION D: Entity Type and Vendor Ownership, Officers, and Contract Management Information

The vendor is required to name all members, partners, officers, individuals, and entities with an ownership interest in
the vendor’s entity in the box below.

For all vendor’s officer{s), and any officer(s) of any entity holding an interest in the vendor, Exhibit E, Section B must be
completed for each officer. If additional space is needed attach supplemental documentation:

D-1 Entity Type

1} Identify the vendor's type of entity:

General and Business Corporations

Limited Liability Company (LLC)

Nonprofit Corporation, Religious organization, and Charitable Organization
Partnership

Political Subdivision

Sole Proprietor

Other (describe}):

ENEN

2) Isacopy of the vendor’s legal and binding operating agreement, partnership agreement, bylaws, or other
similar such business document included? Failure to provide the information may result in the vendor’s
proposed bid not being scored or given consideration.

/ A copy of the document is attached.

I am a sole proprietor or political subdivision, and as such, no documentation is required.
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- | EXHIBIT A {Continued)

Identify the names of all members, partners, officers, individuals, and entities with an ownership interest ih the enﬁtv

submitting this REP proposal, and their respective ownership interests, If additional space is needed attach supplemental
documentation. . o

If the: entity as named in the vendor’s bid proposal is owned in whole or any part by another entity, vendor must provide
the state agency with the legal and binding operating agreement, partnership agreement, bylaws, or ather similar _
document of each ownership-interast holding entity indicating all members, partners, officers, individuals, ar entities
with an ownership interest, including their respective ownership interests in the entity that has an ownership interest in
the entity that has been named in the vendor's bid proposal,

Failure to provide the informatien specified will result in the vendor's proposed bid baing deemed unresponsive and will .
not be scored or given consideration '

Ownership Interest Name of Member, Partner, Officer, Individual oy Entity with an Ownership
and/or Pércentage - ‘ Interest :

100% Breast Cancer Foundation of the Ozarks

ldentify the name(s) of all vendor's officer(s) (as defined in Attachment 3}, and any officer(s} of any entity holding an

interest in the vendor, Exhibit E, Section 8 must be completed for each officer. If additional space is needed attach
sUpplemental documentation.

For altvendor’s officer(s), and any officer(s) of any entity holding an interest in the vendor, Exhibit E, Section B must be
completed for each officer listed here, If additional space is needed attach supplementat documentation:

Officer Name Officer Name

Officer Name

Cfficer Name

Officer Nama Officer Name
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EXHIBIT A (Continued)

ST

_ldent:ify the names of al| membt?rs, partners, officers, individuals, and entitiag with an ownérship interest in the entity
submitting this RFP proposal, and their respective ownershig interests. If additlonal space is needed attach supplamental

docu'mentation.

If the entity as named in the vendor’s hid proposal is owned in whole or any part by anothef entity, vendor muist prm}ide
the state agency with the legal and binding operating agreement, partnership agreement, bylaws, or other similar
document of each ownership-interegy holding entity indicating all membars, partners, officers, individuals, or entities

with an ownership interest, including their respective ownership interests in the entity that has an ownership Interest in
the entity that has been named in the vendor’s bid proposal. ‘ ' 2

Fallure to provide the information specified will reslt in the vendor's proposed bid being deemed unresponsive and will
not be scored or given consideration . ‘ '

Ownership Interest Name of Membef‘, Partner, Officer, Individual or Entity with an Ownership
and/or Percentage Interest : '

100% - Breast Cancer Foundation of the Ozarks

{s) (as defined in Attachment 3), and any officer(s) of any entity holding an
interest in the vendor, Exhibit E, Section B must be completed for each officer. If additional space is needed attach
supplemental documentation. :

For all Qendor’s officer(s), and any officer(s) of any entity holding an interest in the vendor, Exhibit E, Section B must be
completed for each officer listed here. If additional space is needed attach supplemental documentation:

Officer Name

Officer Name

Officer Name

Officer Name

Officer Name A 0fficer Name




RFPSDOR220036

D-4

Prior History

Page 54

EXHIBIT A (Continued)

1.) Respond yes or no to the following questions surrounding the vendor’s officers and Contract License Office
Manager and their work history with current and prior business entities.

O Yes

O Yes

o

® o

Has an officer, owner or the Contract License Office Manager, or any entity an
officer or the Contract License Office Manager is or has been an owner or officer
of, had a judgment rendered against them in a discrimination-related lawsuit?

Answering yes to this question shall preclude the vendor from consideration of
award of the contract.

Has an officer, owner or the Contract License Office Manager had any state or
federal felony conviction, guilty plea, or adjudication for fraud, embezzlement,
forgery, identify theft, stealing, tax evasion, or other criminal acts involving
dishonesty?

Answering yes to this question shall preclude the vendor from consideration of
award of the contract.

2) Ifeither of the questions below are responded to in the affirmative, only a maximum total of 14 points shall be
deducted from the vendor's overall point score. See Section 4.6.4 for additional qualifications.

O Yes

O Yes

® o

@® o

Has the vendor been awarded a state contract to operate a license office and
been previously suspended by the Office of Administration Division of Purchasing
or Department of Revenue, since August 1, 2022, or has the vendor had a
contract to operate a license office that has been cancelled for breach or
terminated for breach, since August 1, 20227

Has any officer or the Contract License Office Manager of the vendor been an
owner or an officer of an entity that operated a state license office that was
previously suspended by the Office of Administration Division of Purchasing, or
Department of Revenue, since August 1, 2022 or whose contract to operate a
license office has been cancelled for breach or terminated for breach, since
August 1, 20227

The officer or the Contract License Office Manager must have been an owner,
officer, or Contract License Office Manager (as the terms “officer” and “Contract
License Office Manager” were defined in the RFPs resulting in the contract
award) at the time that the entity was suspended, or the contract was cancelled
for breach or terminated for breach, since August 1, 2022,
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EXHIBIT B
Vendor Status

Select the appropriate status and complete the information accordingly.

@ This Exhibit

DOES NOT
APPLY.

No additional information is provided since the vendor’s status does not qualify in any of the areas listed
below.

The vendoris a
POLITICAL
SUBDIVISION
of Missouri.

The vendor must submit one of the following in order to receive credit as a Political Subdivision:
* Documentation issued by the vendor’s governing body authorizing the submission of the proposal by
the vendor; or
* Meeting minutes from the vendor’s governing body authorizing the submission of the proposal by the
vendor.

O The vendor is
an

IRS TAX

EXEMPT

ENTITY - Tax
Exempt entities are
encouraged to
review IRS
Publication 598,
Tax on Unrelated
Business Income of
Exempt
Organizations,
Chapter 3
Unrelated Trade or
Business.

In order to receive credit as an IRS Tax Exempt Entity, the vendor must either {1) be listed on the Internal
Revenue Service (IRS) website confirming the vendor's status as an IRS Tax Exempt Entity as specified below,
or (2) submit the Required Documentation specified below:

1. IRS Website:

* The vendor is listed on the following IRS website confirming the vendor’s status as an IRS Tax Exempt
Entity: irs.gov/Charities-&-Non-Profits/Exempt-Organizations- Business-Master-File-Extract-EQ-BMF.

¢ If the vendor is exempt from taxation under Section 501ic)(4), the vendor must also complete and
submit a notarized Non Action Organization Certification {(Form 5638) that certifies the vendor is not a
civic organization that would be considered an action organization under 26 C.F.R. Section 1.501(ci{3)-

1{e)(3).

OR
2. Required Documentation:

* A letter issued to the vendor by the Internal Revenue Service {IRS), citing the vendor's organization as
being exempt from taxation under Section 501{c){3) or 501(c]{6), or 501(c}(4), except those civic
organizations that would be considered action organizations under 26 C.F.R. Section 1.501(c)(3)-
1{c}{3),of the Internal Revenue Code of 1986, as amended; AND
A copy of the vendor’s most recent annual Federal Tax filing (990 series or comparable annual filing if
required for the previous year); AND
Iif the vendor is exempt from taxation under Section 501(c){4), the vendor must also complete and
submit a notarized Form 5638 that certifies the vendor is not a civic organization that would be
considered an action organization under 26 C.F.R. Section 1.501{c}(3)-1(c}(3).

3. Reinvestment of Net Proceeds:
Select “Yes” or “No” below. Failure to respond will be considered a “No” response.

Does the vendor/IRS Tax Exempt Entity propose to reinvest a minimum of 75% of the license office’s net
proceeds in charitable organizations in Missouri by December 31 each calendar year?

iOYes O No

if yes, the vendor shall be required if requested by the state agency or other authorized representatives of
the State of Missouri, to allow for the inspection of the contractor's documents and records relating to the
75% reinvestment of net proceeds, and all documents and records concerning their calculation of net
proceeds, which shall include their gross receipts, profit, costs, and all other financial information.
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EXHIBIT C
Missouri Service-Disabled Veteran Business Enterprise (SDVE) Preference

@ This Exhibit DOES NOT APPLY or O This Exhibit DOES APPLY and is completed.

Pursuant to Section 34.074, RSMo, and 1 CSR 40-1.050, the State of Missouri has a goal of awarding three
(3) percent of all contracts for the performance of any job or service to qualified service-disabled veteran business
enterprises (SDVEs). {See below for definitions included in Section 34.074, RSMo.

STANDARDS:

The following standards shall be used by the State of Missouri in determining whether an individual, business, or
organization qualifies as a SDVE. Confirm that each of the following applies to the vendor by selecting all that apply.:

Doing business as a Missouri firm, corporation, or individual or maintaining a Missouri office or place of business,
not including an office of a registered agent;

Having not less than fifty-one percent (51%) of the business owned by one (1) or more service-disabled veterans
(SDVs) or, in the case of any publicly-owned business, not less than fifty-one percent (51%) of the stock of which is
owned by one (1) or more SDVs. (An SDV is defined as any individual who is disabled as certified by the
appropriate federal agency responsible for the administration of veterans’ affairs.);

Having the management and daily business operations controfled by one {1) or more SDVs;

Having a copy of the SDV's award letter from the Department of Veterans Affairs or a copy of the SDV's discharge
paper (DD Form 214, Certificate of Release or Discharge from Active Duty) and a copy of the SDV’s documentation
certifying disability by the appropriate federal agency responsible for the administration of veterans’ affairs; and

Possessing the power to make day-to-day as well as major decisions on matters of management, policy, and
operation,

If the vendor meets the standards of a qualified SDVE as stated above and unless previously submitted within the past five
{5) years to the Office of Administration, Division of Purchasing, the vendor must provide the following SDV documents to
receive the Missouri SDVE three-point bonus preference:

A copy of the SDV's award letter from the Department of Veterans Affairs or a copy of the SDV's discharge paper
(DD Form 214, Certificate of Release or Discharge from Active Duty);

A copy of the SDV's documentation certifying disability by the appropriate federal agency responsible for the
administration of veterans’ affairs; and

A completed copy of this Exhibit.

{NOTE: The SDV's award letter, the SDV's discharge paper, and the SDV's documentation certifying disability shall be
considered confidential pursuant to subsection 14 of Section 610.021, RSMa.}
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EXHIBIT C (Continued)

Missouri Service-Disabled Veteran Business Enterprise Preference Continued

By signing below, | certify that | meet the definitions of a service-disabled veteran and a service-disabled veteran
business enterprise as defined in Section 34.074, RSMo, | further certify that | meet the standards of a qualifying SDVE as

listed above pursuant to 1 CSR 40-1.050.

Service-Disable Veteran's Name

Service-Disabled Veteran Business Enterprise Name

Service-Disable Veteran's Signature

Missouri Address of Service-Disabled Veteran Business Enterprise

Phone Number

Website Address

Email Address

The SDVE vendor should check the appropriate statement below and, if applicable, provide the requested information.

No, | have not previously submitted the SDV documents specified herein to the Office of Administration, Division
of Purchasing and therefore have enclosed the SDV's documents.

O Yes, | previously submitted the SDV documents specified herein within the past five (5) years to the Office of

Administration, Division of Purchasing.

Date SDV documents were submitted:

Previous Proposal/Contract Number for which the SDV documents were
submitted: {if applicable and known)

(NOTE: If the SDVE and SDV are listed on the Office of Administration, Division of Purchasing SDVE database located at

httgs:{[oa.mo.gov[sites[defauIt[ﬁles[sdvelisting.gdf, then the SDV documents have been submitted to the Division of

Purchasing within the past five {5] years. However, if it has been determined that an SDVE at any time no longer meets
the requirements stated above, the Office of Administration, Division of Purchasing will remove the SDVE and associated

SDV from the database.)

FOR STATE USE ONLY

SDV documents Verification Completed By:

Date
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EXHIBIT D
Business Entity Certification, Enroliment Documentation and Affidavit Of Work Authorization

BUSINESS ENTITY CERTIFICATION

The vendor must certify their current business status by completing either Section A, Section B, or Section C on this
Exhibit.

Section A - To be completed by a non-business entity as defined below.

Section B - To be completed by a business entity who has not yet completed and submitted documentation pertaining to
the federal work authorization program as described at https://www.e verify.gov/.

Section € - To be completed by a business entity who has current work authorization documentation on file with a
Missouri state agency including Division of Purchasing.

Business entity, as defined in Section 285.525, RSMo, pertaining to Section 285.530, RSMa, is any person or group of
persons performing or engaging in any activity, enterprise, profession, or occupation for gain, benefit, advantage, or
livelihood. The term “business entity” shall include but not be limited to self-employed individuals, partnerships,
corporations, contractors, and subcontractors. The term “business entity” shalf include any business entity that
possesses a business permit, license, or tax certificate issued by the state, any business entity that is exempt by law from
obtaining such a business permit, and any business entity that is operating unlawfully without such a business permit.
The term “business entity” shall not include a

self-employed individual with no employees or entities utilizing the services of direct sellers as defined in subdivision
(17) of subsection 12 of Section 288.034, RSMo.

Note: Regarding governmental entities, business entity includes Missouri schools, Missouri universities (other than
stated in Section C), out of state agencies, out of state schools, out of state universities, and political subdivisions. A
business entity does not include Missouri state agencies and federal government entities.

SECTION A: CURRENTLY NOT A BUSINESS ENTITY : .

| certify that DOES NOT CURRENTLY MEET the definition
{Company/individual Name)

of a business entity, as defined in Section 285.525, RSMo pertaining to Section 285.530, RSMo as stated above, because:
{check the applicable business status that applies below}

O I am a self-employed individual with no employees; OR

O The company that | represent employs the services of direct sellers as defined in subdivision (17) of subsection
12 of Section 288.034, RSMao.
| certify that | am not an alien unlawfully present in the United States and if

{Company/individual Name)
is awarded a contract for the services requested herein under and if the
(Company/individual Name)
business status changes during the life of the contract to become a business entity as defined in Section 285.525, RSMo
pertaining to Section 285.530, RSMo then, prior to the performance of any services as a business entity,

agrees to complete Section B, comply with the requirements

{Company/Individual Name)
stated in Section B and provide the Department of Revenue with all documentation required in Section B of this exhibit.

Authorized Representative’s Name Authorized Representative’s Signature

Company Name (if applicable) Date
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EXHIBIT D (Continued)

{Complete the following if you DO NOT have the E-Verify documentation and a current Affidavit of Work Authorization
already on file with the State of Missouri. If completing Section B, do not complete Section C.)

SECTION B — CURRENT BUSINESS ENTITY STATUS e

| certify that

{Business Entity Name}
defined in Section 285.525, RSMo pertaining to Section 285.530, RSMo.

MEETS the definition of a business entity as

Authorized Business Entity Representative’s Name

Authorized Business Entity

Representative’s Signature

Business Entity Name

Date

Email Address

As a business entity, the vendor must perform/provide each of the following. The vendor should check each to verify
completion/submission of all of the following:

Enroll and participate in the E-Verify federal work authorization program

(Website: https://www.e-verify.gov/; Phone: 888-464-4218; Email: e-verify@dhs.gov) with respect to the

employees hired after enroliment in the program who are proposed to work in connection with the services

required herein; AND

Provide documentation affirming said company’s enrollment and participation in the E-Verify federal work

authorization program. Documentation shall include EITHER the E-Verify Employment Eligibility Verification
page listing the vendor’s name and company iD OR a page from the E-Verify Memorandum of Understanding
{MOU)) listing the vendor’s name and the MOU signature page completed and signed, at minimum, by the
vendor and the Department of Homeland Security — Verification Division. If the signature page of the MOU lists
the vendor’s name and company ID, then no additional pages of the MOU must be submitted; AND

Submit a completed, notarized Affidavit of Work Authorization provided on the next page of this Exhibit.
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AFFIDAVIT OF WORK AUTHORIZATION

The vendor who meets the Section 285.525, RSMo, definition of a business entity must complete and return the
following Affidavit of Work Authorization. -

Please have Exhibit D — Section B Affidavit of Work Authorization propertly notarized and submit as an attachment to

your submitted proposal. Please name the attachment {“Vendor Name” Notarized Affidavit of Work Authorization)

Comes now as first being
{Name of Business Entity Authorized Representative) {Position/Title}

duly sworn on my oath, affirm is enrolled and will continue to

{Business Entity Name)

participate in the E-Verify federal work authorization program with respect to employees hired after enroliment in the

program who are proposed to work in connection with the services related to contract(s) with the State of Missouri for

the duration of the contract(s), if awarded in accordance with subsection 2 of Section 285.530, RSMo. | also affirm that

does not and will not knowingly employ a person who is an

{Business Entity Name)
unauthorized alien in connection with the contracted services provided under the contract(s) for the duration of the
contract(s), if awarded.

In Affirmation thereof, the facts stated above are true and correct. (The undersigned understands that false statements
made in this filing are subject to the penalties provided under Section 575,040, RSMo.)

Authorized Representative’s Signature Typed Name
Title Date
E-Verify Company iD Number Email Address
NOTARY
Subscribed and sworn to before me this of | am commissioned as a
{Day} {Month, Year)
notary public within the County of , State of , and my
{Name of County) {Name of State}

commission expires on

(Date)

Signature of Notary Date
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EXHIBIT D {Continued}

(Complete the following if you have the E-Verify documentation and a current Affidavit of Work Authorization already on
file with the State of Missouri. If completing Section C, do not complete Section B.)

SECTION C — AFFIDAVIT ON FILE - CURRENT BUSINESS ENTITY STATUS

I certify that BCFO Tilleworks Inc MEETS the definition of a business entity as

{Business Entity Name)
defined in Section 285,525, RSMo pertaining to Section 285.530, RSMo and have enrolled and currently participates in
the E-Verify federal work authorization program with respect to the employees hired after enroliment in the program
who are proposed to work in connection with the services related to contract(s) with the State of Missouri. We have
previously provided documentation to a Missouri state agency or public university that affirms enrollment and

participation in the E-Verify federal work authorization program. The documentation that was previously provided
included the following.
¥ The E-Verify Employment Eligibility Verification page OR a page from the E-Verify Memorandum of
Understanding {(MOU) listing the vendor's name and the MOU signature page completed and signed by the
vendor’s and the Department of Homeland Security — Verification Division.

* A current, notarized Affidavit of Work Authorization {must be completed, signed, and notarized within the past
twelve months).

Name of Missouri State Agency or Public University* to Which Previous E-Verify Documentation Submitted

Office of Administration

(*Public University includes the following five schools under Chapter 34, RSMo: Harris-Stowe State University — St. Louis; Missouri Southern State
University — Joplin; Missouri Western State University - 5t. Joseph; Northwest Missouri State University — Maryville; Southeast Missouri State
University - Cape Girardeau.)

Date of Previous E-Verify Documentation Submission

11/18/2019

Previous Bid/Contract Number for Which Previous E-Verify Documentation Submitted {if known)

CDOR220014

Authorized Business Entity Representative’s Name Authorized Business Entity Representative’s Signature

Debbie Glidewell Debbee &
74

Business Entity Name Date

BCFO Titleworks Inc 12/20/2022

E-Verify MOU Company ID Number Email Address
1470976 debbie@bcfo.org

For State of Missouri Use Only

Documentation Verification Completed By:

Buyer Date
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EXHIBIT F
Anti-Discrimination Against Israel Act Certification

Statutory Requirement

Section 34.600, RSMo, precludes entering into a contract with a company to acquire products and/or services “unless
the contract includes a written certification that the company is not currently engaged in and shall not, for the
duration of the contract, engage in a boycott of goods or services from the State of Israel; companies doing business
in orwith Israel or authorized by, licensed by, or organized under the laws of the State of Israel; or persons or entities
doing business in the State of Israel.”

Exceptions

The statute provides two exceptions for this certification: 1) “contracts with a total potential value of less than one
hundred thousand dollars” or 2) “contractors with fewer than ten employees.” Therefore the following certification is
required prior to any contract award.

Section 34.600, RSMo, defines the following terms:

Company - any for-profit or not-for-profit organization, association, corporation, partnership, joint venture, limited
partnership, limited liability partnership, limited liability company, or other entity or business association, including
all wholly-owned subsidiaries, majority-owned subsidiaries, parent companies, or affiliates of those entities or
business associations.

Boycott Israel and Boycott of the State of Israel - engaging in refusals to deal, terminating business activities, or
other actions to discriminate against, inflict economic harm, or otherwise limit commercial relations specifically
with the State of Israel; companies doing business in or with Israel or authorized by, licensed by, or organized under
the laws of the State of Israel; or persons or entities doing business in the State of Israel, that are all intended to
support a boycott of the State of Israel. A

company's statement that it is participating in boycotts of the State of Israel; companies doing business in or with
Israel or authorized by, licensed by, or organized under the laws of the State of Israel; or persons or entities doing
business in the State of Israel, or that it has taken the boycott action at the request, in compliance with, or in
furtherance of calls for a boycott of the State of Israel; companies doing business in or with Israel or authorized by,
licensed by, or organized under the laws of the State of Israel; ar persons or entities doing business in the State of
Israel shall be considered to be conclusive evidence that a company is participating in a boycott of the State of
Israel; companies doing business in or with Israel or authorized by, licensed by, or organized under the laws of the
State of israel; or persons or entities doing business in the State of Israel; provided, however that a company that
has made no such statement may still be considered to be participating in a boycott of the State of israel;
companies doing business in or with Israel or authorized by, licensed by, or organized under the laws of the State of
Israel; or persons or entities doing business in the State of Israel if other factors warrant such a conclusion.

Certification

The vendor must therefore certify their current status by completing either Section A, Section B, or Section C on the next
page of this Exhibit.

SECTION A: To be completed by any vendor that does not meet the definition of “company” above, hereinafter referred
to as “Non-Company.”

SECTION B: To be completed by a vendor that meets the definition of “Company” but has less than ten employees,

SECTION C: To be completed by a vendor that meets the definition of “Company” and has ten or more employees.
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EXHIBIT F Continued

Complete the Section that applies below.

SECTION A — NON-COMPANY ENTITY :
| certify that currently DOES NOT MEET
(Entity Name)
the definition of a company as defined in Section 34.600, RSMo, but that if awarded a contract and the entity’s business
status changes during the life of the contract to become a “company” as defined in Section 34.600, RSMao, and the entity
has ten or more employees, then, prior to the delivery of any services and/or supplies as a company, the entity agrees to
comply with, complete, and return Section C to the Department of Revenue at that time.

Authorized Representative’s Name Authorized Representative’s Signature

Entity Name Date

SECTION B -COMPANY ENTITY WITH LESS THAN TEN EMPLOYEES

| certify that MEETS the definition of a
{Entity Name}

company as defined in Section 34.600, RSMo, and currently has less than ten employees but that if awarded a contract and

if the company increases the number of employees to ten or more during the life of the contract, then said company shall

comply with, complete, and return Section C to the Department of Revenue at that time.

Authorized Representative’s Name Authorized Representative’s Signature

Company Narne Date

SECTION C —COMPANY ENTITY WITH TEN OR MORE EMPLOYEES
| certify that BCFO Titleworks Inc MEETS the definition of

{Company Name)
acompany as defined in Section 34.600, RSMao, has ten or more employees, and is not currently engaged in a boycott
of goods or services from the State of Israel; companies doing business in or with Israel or authorized by, licensed by,
or organized under the laws of the State of Israel; or persons or entities doing business in the State of Israel as defined
in Section 34.600, RSMo. | further certify that if the company is awarded a contract for the services and/or supplies
requested herein said company shall not engage in a boycott of goods or services from the State of Israel; companies
doing business in or with Israel or authorized by, licensed by, or organized under the laws of the State of Israel; or

persons or entities doing business in the State of Israel as defined in Section 34.600, RSMo, for the duration of the
contract.

Authorized Representative’s Name Authoriz epresentative's Signature
Joe Daues @'% Dawae
/4
Company Name Date
BCF O Titleworks Inc 12/20/2022

Double-check your work! Ensure all required forms and fields have been corri'pl'_e'.'te&."
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ATTACHMENT 1
CONTRACTUAL REQUIREMENTS FOR LICENSE OFFICE:

Geographic Location:

The contractor’s license office shall be located within the geographic location specified below unless otherwise

approved by the state agency. The current location may not be acceptable due to an increase in required square
footage below.

> Within the City Limits of Joplin

Minimum OCperating Hours and Days;

The contractor’s license office must, at a minimum, meet the minimum operating hours and days specified below,
except for changes otherwise approved by the state agency in writing.

The license office must not open for business before 7:00 a.m. or remain open for business past 7:00 p.m. Monday
through Saturday and must not open for business on Sunday.

» Days and Hours open per week (Monday through Friday)

___days per week or 0 hours each week,
» The office must be open to correspond with the Highway Patrol Driver License Testing times for the county.

Highway Patrol Driver Testing Times and Location

State-Provided Equipment:
Total Number of State-Provided Motor Vehicle Workstation Equipment: 10
Computer({s) = ; Printer(s) =

7

Total Number of Driver License Workstation Equipment provided pursuant to the driver license document system

contract: 3
Driver License Workstation =
»  If you will be providing Commercial Driver License {CDL) you MUST have a minimum of two (2) employees in
the office. Refer to the Estimated Contractor Transaction Counts and Processing Fees to determine the
estimated number of CDL transactions for this office.

Minlmum Square Footage Requirements:
See attachment 3 for definitions of each area below.

Public Customer Service Working Area:

The minimum amount of space per workstation should be at least 50 square feet, this must include at [east two {2)

square feet of open counter space for retrieving paperwork and capturing required signatures. The space must also
include at least five (5') feet between customers.

Customer Waiting Area Size:

The minimum amount of space required shall be at least: 50 square feet, per workstation, plus or minus S square

feet from total square footage of all workstations {including driver license and any contractor owned TRIPS
workstations).

Inventory Storage Area Size:
The minimum amount of space required shall be: 1 50

square feet, plus or minus 5 square feet.

Current Credit/Asset Amount:
See completed listing below.

Crime Insurance — Current Annual Premium Amount:
See completed listing below.

Current Contract Information:

»  For current contractor name and number, visit oa.mo.gov/sites/default/files/doroffices.xlsx. For current
address of office, visit dor.mo.gov/license-office-locator/.
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RFPSDOR2200386

ATTACHMENT 2
LICENSE OFFICE CONTRACTOR AND PROCESSING FEES
AND TEMPORARY REGISTRATION PERMIT FEES

136.055 RSMo

Titles {Motor Vehicle and Marine) Motor Vehicle Registrations

All titles and junking certificates........................$6.00 All one-year motor vehicle, trailer, ATV registrations
(including replacement plate or tabs, duplicate
registration receipt and license transfer) except those
listed below......ccccve vt . 56,00

Corrected titles™ ...t e e 9000

Motor Vehicle and Marine Permits . . . .
All Biennial motor vehicle registrations

All Permits or Books of Permits except those listed below........ccceeerrinccnnnee...$12.00
{processing fee) 36.00 Public SChool BUs........o.co e renesre s $0.00
Temporary Registration Permit Fee Personalized Historic Reservation (1st time) $6.00
(vehicles and trailers}......coruun.. no more than $5.00 Personalized Historic Reservation (renewal) .$6.00
Congressional Medal of Honor.......................50.00
Disabled Veteran........ueeveeecsenccscne s, 50.00
Disabled, Disabled Veteran...........................50.00
Former POW......ccoom e e nnssenssssssessnnens: 90,00

Motor Vehicle Miscellaneous

Notice of Lien............... e 56,00

Replacement VIN/ID, DRX and DR numbers, 551 Inspection.......56.00
Special Fuel Decal (new, renewal, replacement,

transfers, change weight and 2oONe).....cvveriesiieee s $6.00
Disabled Placards (permanent or temporary)...........ccoveveeeernnnr.50.00
Electronic Transmission {fax - agent office only}.............c.ceee....... 52,00
Sale of Information {agent office only).........cerveinn

Plate ReSErvation......ucvrmimmmsrernneesnessiesssiasssmsstorsesmonss sesssens
NOTAMY FEO......ei et e sse e rveser et srasae e sene

Marine

All marine 1D or replacement numbers including
documented vessel certificate

and documented vessel duplicate certificate..............ocevceveerer e §6.00

All Marine registrations..........eecoeeniss s cseeressesseeseennn 96.00

*Corrected title fees and the associated pracessing fees will not be charged if an error was created or suspected to hove been created by a
ficense office or the Central Office. If a correction is requested as a result of an error created by the applicant or agent of the applicant or a
correction is requested at the time of another action
{for example, removing a TOD) the appropriate title and processing fees wifl apply



RFPSDOR220036

ATTACHMENT 2 (Continued)
LICENSE OFFICE CONTRACTOR AND PROCESSING FEES
AND TEMPORARY REGISTRATION PERMIT FEES

136.055 RSMo

Driver License

0-3 year term Driver License or Nondriver License
(new, renewal, duplicate) including one-year renewals............conrrsssesssenernnn. $6.00

3-6 year term Driver License or Nondriver License

{new, renewal, duplicate)...... e e g e e ey 512.00
Class F or M Intermediate (new, renewal, duplicate)... ..o soeeossesnnseesonns 56.00
Instruction Permit CDL or non-COL (new, renewal, duplicate)........ooooooveos oo, %6.00
Nondriver {non-expiring, New, dUplCaTE]. . oo oot oo 56.00

Reprint or Replica Driver License, Instruction Permit ar

Nondriver LICense (@l Classs). .. i eesssssesssssmeessseesssesssseessssseeeeeess s S0.00
Mo Fee Driver License, Instruction Permit or

Nondriver LICBNSE [al] CIaSSO5) ... i o sesssnsesss sessss besees s sesosssss st scsssns 50.00
ACONESS CHANGE DN ..o e e et tes sisiis ams oo semess e oS8 24 8t e en e e mmnens sepdea ststses .50.00
Medical Certificate UPAate... . e isse s seeesee s ssssssessseemmses s sesessssereses 52.00

Driver License Miscellaneous
Image Portfolio (agent office ONIY)......ccreeecee ettt ssssssses s S 2,00
LLE T T T 1 R
License Negative Print [3gent office 0Rly)..........c..o e smssesssress seemssssss sesssssmssssesson 52.00
Driving Record (agent office onhy).... .o e sssssssensssessns R R 52.00
Cerﬂficatlunu,uﬁﬂtﬂ

Student Perrmts..sum
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ATTACHMENT 3

DEFINITIONS:

Authorized Signature - Political subdivisions must designate an authorized official to sign their proposal. All vendors
must have one specific individual that signs the RFP cover page, if applicable, and all Exhibits requiring a
signature. This individual will be the contact used if awarded the contract.

Business Day - A “Business Day” shall be Monday, Tuesday, Wednesday, Thursday, and Friday, not including official Missouri
state holidays

Calendar Day - A “Calendar Day” shall be a 24 hour day as denoted on the calendar and shall include all days in a month,
including weekends and holidays

Contract License Office Manager - An on-site employee who oversees all aspects of a contract license office and that has the
authority to act on behalf of the contractor in all matters related to the management of the contract.

Contractor Fees and Processing Fees - These terms are used interchangeably and are the contractor's sole compensation for
operating a license office. It is the contractor’s responsibility to pay all expenses associated with the operation of the
license office with these fees or some other funding source not provided by the state agency. This includes, but is not
limited to, employee salaries, rent, and utilities.

Customer Waiting Area Size - Must meet the minimum space, as required in Attachment 1, for customers to wait for service,
with adequate seating for customers who are elderly or have a disability. This area would include any space on the
customer side of the counter.

Inventory Storage Area Size - Must meet the minimum space, as required in Attachment 1, and 1) must accommodate at a
minimum motor vehicle and driver license inventory issued to the office by the state agency (see section 2.9.1), 2) can
be a combination of an affixed non- movable stationary safe, walk-in safe, vault, room, closet or cabinet 3) must be

separate from the customer waiting area 4) must be able to be locked during non-operating hours, and 5) must not be
accessible to the public.

Job Shadow(ing) and Reverse Job Shadow(ing) - Job Shadow(ing) refers to on-the-job training where a new employee, or an
employee with fewer than six months of license office experience, observes the processing of specific transaction
types by a seasoned employee meeting the following requirements: 1) having at least six (6) months of license office
experience generally; and 2) having at least one (1) month of experience processing the specific transaction type they
are training the new employee to perform.

Reverse lob Shadow(ing) refers to on-the-job training where a seasoned employee, as described above, observes and
provides training to a new employee, or an employee with fewer than six months of license office experience, while
they process a specific transaction type.

Specific transaction types include, but are not limited to motar vehicle titling; registration; renewal registrations;
marine; REAL ID commercial driver license and permits; REAL ID non-commercial driver license, identification cards,
and permits; Non-REAL 1D commercial driver license and permits; and Non- REAL ID non-commercial driver license,
identification cards, and permits.

Lapping - The personal use of state monies collected by the contractor that result in the contractor covering one (1) day’s
obligation with receipts from a later day.
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ATTACHMENT 3 (Continued)

Minimum Dress Code - All clothing must be clean, neat, and in good condition. Clothing shall 1) be conducive to a positive,
professional work environment, and 2) not create an uncomfortable environment for others or disrupt the work
environment. Therefore, articles of clothing such as shorts, tank tops, muscle shirts, exercise (work-out) clothing,
clothing with offensive or inappropriate slogans or wording, and halter tops or other unduly tight or revealing clothing
are not acceptable,

Missouri Revised Statutes {(RSMo) References to Missouri Statutes are found throughout this RFP.
The Missouri Revised Statutes are posted on the Internet at the following address:
https://revisor.mo.gov/main/Home.aspx. The State of Missouri makes no guarantee that the information displayed
on this site is the most up-to-date information. The contractor shall not be relieved of any responsibility for
performance under the contract due to the contractor’s failure to review the most current statutes.

Non-Public Working Area - The non-public working area excludes the public customer service working area and inventory
storage area and includes any other area of the license office used by license office personne! to process transactions,
store shipments or transaction receipts, or count money,

Officer - Including only those business entities specifically defined below:

» Limited Liability Company
For a Limited Liability Company (“LLC"), officer shall be an “Authorized person” as defined in section 347.015,
RSMo. Only those managing members or members holding at least a 10% ownership interest in the LLC will be
considered an officer.

» Nonprofit Corporation
For Nonprofit Corporations (“NPC”), officer shall be a “Director,” as defined in section 355.066, RSMo, and have
at least 10% “Voting power,” as that term is defined and used in Chapter 355, RSMo, or chairman, president,
secretary, treasurer and such other officers as are appointed by the board in accordance with section 355.431,
RSMo.

» General and Business Corporations
For General and Business Corporations, officer shall be a director serving on the board of directors for the
corporation in accordance with Chapter 351, RSMo, or the president, secretary and such other officers and
agents as shalt be prescribed by the bylaws of the corporation in accordance with section 351.360 RSMo. A
director must have at least 10% full "voting power” and must own at least 10% of the total “authorized shares”
which the corporation is authorized to issue, as those terms are used in Chapter 351, RSMo.

» Sole Proprietor
For a sole proprietorship, officer shall be defined as the single owner, including their spouse, who has complete
control over a business, enjoys all profits, makes all decisions, and has the liability and responsibility for the debts
and obligations of the business.

» Partnership, Limited Partnership, Limited Liability Partnership, and Limited Liability Limited Partnership
For partnerships, officer shall be a general partner established in accordance with Chapter 358 or Chapter 359,
RSMo. Limited partners shall not be considered officers. Only general partners holding at least a 10% ownership
interest in the partnership will be considered an officer.

» Political Subdivision
For political subdivisions, any individual currently employed by the political subdivision who is given fiscal and
management authority and responsibility to act on behalf of the political subdivision will be considered an
officer,
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ATTACHMENT 3 (Continued)

Operating Day - An “Operating Day” shall be any day or portion of a day that the contractor’s license office is open for business
and processing fransactions.

Operating Hours - “Operating Hours” shall be all hours that the office is open to the public.

Public Customer Service Working Area - The area must be big enough to accommodate the number of motor vehicle and
driver license workstations specified in Attachment 1, and any contractor-provided motor vehicle workstations,
excluding any workstation(s) that will be located in the non-public working area. The space recommended for each
workstation and the license office clerk should be at least 50 square feet {the typical workstation is 3° x 7' or 35 sq. ft.).
If enhanced security tabs are required, as specified in Attachment 1, the public customer service working area must
also accommodate space for the printers and materials for enhanced security tabs.

Remote Deposit - Remote deposit is the ability to deposit a check into a bank account from a remote location, such as an office
or home, without having to physically deliver the check to the bank.

Shipment - Each day’s transaction documents, bank validated receipts for the deposit, and any state agency required reports
from the state agency’s Motor Vehicle and Driver License systems,

State Provided Equipment - Includes:

» Router

» Equipment to process motor vehicle transactions; and
¢ Motor Vehicle Workstation Equipment {see section 2.5.1);

» Equipment used when processing driver and nondriver license transactions;
¢ Driver License Workstation Equipment {in addition to what is included in section 2.5.1)
¢ Black light
¢ Void punch
¢ Standard magnifying glass
¢ Photo backdrop screen
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Requirement

State Policies and Procedures
{RFP and state agency policies
and procedures)

ATTACHMENT 4

LIQUIDATED DAMAGES

Contract Violation and Corresponding Liquidated Damage

$22 per violation of any state policy or procedure, unless otherwise specified below.
After a contractor is made aware of a violation of state policy and procedure in
writing and assessed liquidated damages, the amount of liquidated damages may be
increased to $44 per violation depending on the harm toits customers and to the
state, as determined by the state agency.

$100 per verified complaint or observation visit where wait times exceed wait time
committed to in the awarded contract. The liquidated damages will not be assessed
when the proposed pre-screener and all Drivers and Motor Vehicle state cwned
workstations are properly staffed,

Commitments madein
Vendor’s Exhibit A

$100 per failure to fulfill commitments stated in Exhibit A, Section A (Staff
Retention).

$150 per failure to fulfill commitment allowing Central Office access to view the
security system cameras at any time.

$50 per failure to fulfill any other commitment stated in Exhibit A, as deemed
appropriate by the state agency.

Operation requirements
(Section 2.6 of the RFP and state
agency policies and procedures)

For each day or partial day the office is closed without approval:
* 5250 for offices with less than 25,000 transactions per year
e 5500 for offices with 25,000 - 99,999 transactions per year
» 5750 for offices with 100,000 or more transactions per year

Physical inventory count report
(Section 2.15 of the RFP and
state agency policies and
procedures)

$50 for each business day until the physical inventory count decumentation required
by state agency policies and procedures is received by the state agency.

Inventory reconciliation report
(Section 2.15 of the RFP and
state agency policies and
procedures)

$50 for each business day the contractor’s response to the state agency’s Inventory
Reconciliation Report is late.

Transaction processing
requirements (RFP and state
agency policy and procedures)

$22 for each incorrect transaction {1} if the contractor’s error rate is 5% or more of
transactions reviewed, {2} for non-compliance with the low digit piate policy and
procedure, or (3) for each occurrence of office personnel processing his or her own
personal transaction except as provided by state agency policies and procedure.
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Requirement

ATTACHMENT 4 (Continued)

Contract Violation and Corresponding Liquidated Damage

Deposit time frame (Section
2.10 of the RFP and state
agency policy and procedures)

Shipment (Section 2.1 of the RFP
and state agency policy and
procedures)

$50 for each banking day, or part of the day, in which the depaosit is late or not made
whole due to the contractor’s e-check or ACH being returned.

$50 for each business day starting on the eleventh (11} business day the shipment
has not been received by the state agency.

Safeguarding requirements
{Section 2.1.1 ¢. 1} (C) of the RFP
and state agency policies and
procedures)

$50 for each transaction processed using another person’s User I1D and password,
not to exceed $250 in any given shipment.

550 for each transaction with no maximum will be charged, if intended fraud is
found.

Fraud (Section 2.1 of the RFP and
state agency policies and
procedures)

ACH debit failure {Section 2.10 of
the RFP and state agency policies
and procedures)

$100 for each occurrence for failing to follow procedures for detecting, reporting,
and preventing fraud.

$50 for each failed ACH debit attempt to contractor’s fee account.

Communications with state
agency

(Section 2.3.7 of the RFP and
state agency policies and
procedures})

Office Personnel and Contract
License Office Manager
approvals (Section 2.3 of the RFP
and state agency policies and
procedures)

$50 for each business day:

* Aresponse to the state agency’s request for information, documentation, or
action is late, if a deadline is not specified in the original correspondence, a
response should be received within three (3) business days.

¢ A reguest from the state agency for information, documentation, or action is
not fulfilled by the deadline specified by the state agency, or the extension
approved by the state agency.

$100 for each incident involving a non-approved person handling money, processing
transactions, or having access to personal information, or supervising someone
performing such services.

$50.00 a day for each incident that an employee remove request is not submitted
within five (5) business days of the employee’s last day. The state agency will use the
last day a transaction was processed to determine the employee’s last day.
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Requirement

ATTACHMENT 4 (Continued)

Contract Violation and Corresponding Liquidated Damage

Transition service requirements
(Section 2 of the RFP and state
agency policies and procedures)

$1,000 for each transition service listed below that is not performed or not in
compliance with requirements:

* Return of License Office and State Agency Resources;

* Relinquish Temporary Registration Permit Inventory;

s Arrange for State Agency to Erase State Information from Contractor-owned

or Leased Computers; and

® Erase or Destray Memory from Copy and Fax Machines.
$500 for each transition service listed below that is not performed or not in
compliance with requirements:

*  Tour of the license office;

® Puhlic Notification; and

® Relinquish Usage of Telephone Number and Fax Number
L ]

Liability insurance (Section 3.5 of
the RFP and state agency policies
and procedures)

5100 for each day for failure to maintain liability insurance.

$100 for each incident for failure to maintain a copy of the insurance policy in the
license office for review by the state agency upon request.

$100 for each day for failure to complete and submit the Insurance Self- Certification
for License Office Contract {Form 5630) by the date specified by the state agency.

New Employee Training {Section
2.3.6 of the RFP and comments
made in the Vendor’s Exhibit A,
Section A-2)

$100 for each failure (per employee) to fulfill commitments outlined in Section 2.3.6
of the RFP and stated in Exhibit A, Section A-2 for required new employee training.

Contract License Office Manager
{Section 2.3.1 (g} of the RFP,
Attachment 8, and Exhibit A,
Section B-5}

$150 per day, not to exceed $2,000 per calendar month, for Contract License Office
Manager’s failure to be present in the office as stated in Exhibit A, Section B-5.
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ATTACHMENT 5

TECHNOLOGY REQUIREMENTS:

Broadband Connectivity

»  Any variance from this policy must be approved in writing by the State of Missouri Network Group Management
and/or the Office of Cyber Security. Violation of this policy could result in a loss of network connectivity with the
State of Missouri until such time as these policy provisions are met,

» Must use dedicated business class broadband internet connectivity for State of Missouri purposes only and shall not
share with any other users or devices.

. Things such as security systems, wait time management systems, etc., must have separate internet
connectivity.

» » Must not allow any wireless connectivity to this internet connection. If the internet provider modem is wireless
capable this functionality must be disabled.

¥ Must provide a minimum of one public routable static IP address to be used solely by the State of Missouri supplied
or approved network equipment.

»  Shall not use point to point wireless connectivity if a wired or fiber based solution is available.

>  Must not use any satellite based internet provider. This connectivity type is not supported.

> For two workstations, a minimum broadband connectivity speed of {more should improve performance. Maximum
achievable download speed is 40Mbps.}
¢ 500 Kbps upload
* 5 Mbps download

»  For more than two workstations, a minimum broadband connectivity speed of {more should improve performance.
Maximum achievable download speed is 40Mbps.)

’ 1 Mbps upload
’ 5 Mbps download

» Must keep documentation of your breadband connectivity account, including static IP addresses which must be
disclosed to the state agency, and usernames and passwords, etc. that must be kept confidential, The License Office
is responsible for all installation, maintenance, support and troubleshooting of the broadband connection and
network cabling.

»  Oniy State of Missouri supplied and/or approved computers and driver license equipment provided pursuant to the
Driver License Document System Contract (contract number CT180778001), is allowed to utilize the State network.

LAN Cabling

» Must provide dedicated cabling to be run from each network device to a centralized location.

»  Network cabling should terminate in a standard network patch panel.

» Must use Cat Se Ethernet or above cabling.

> All network connectivity devices (internet provider modem or router and state-provided router and switch) must

reside within two (2) feet of each other.
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ATTACHMENT 5 {Continued)

LAN Cabling Continued

¥ Hubs, switches, routers, etc. must not exist in the cabled connection between the driver license equipment
provided pursuant to the Driver License Document System Contract {contract number CT180778001) or state-
provided or state approved equipment, and the state provided network equipment.

»  Network cabling must follow industry standard guidelines and local code regulations.

»  Moust provide one permanent cabled network connection to the state agency’s netwoerk in a suitable non-public
location for use by State of Missouri staff.

» Cabled network connection must be provided for all state owned computers, printers, and credit card readers.
Driver License Requirements

Equipment Provided Pursuant to the Driver License Document System Contract (contract number €T180778001}):

> Dedicated 20 AMP power circuit within 4 foot of the installation site. Must have a minimum of two (2) available
plugs.

¥ Distance from the installation location of the camera to the area of the backdrop is a minimum of 78" which will
allow for a 60" clearance from front of camera lens to front of the subject.

> Height of camera counter shall allow for camera lens to be 48” ta 55” from floor.
» Cat Se Ethernet connection is required to be within 15’ of computer cabinet or table.

> CPU shall be placed on table or counter or housed on a shelf enclosure that allows for adequate air movement in
and around CPU case. CPU shall not be placed on the flaor or in an enclosed housing without ventilation.

% Alt hardware must be installed on stable secure counters or tables. No part of the hardware components shall
extend past the surface of counters or tables that are used to house the operating equipment. Hardware shall be
installed with all cords protected from traffic ways and subject to interference by customers.

> Camera to backdrop area shall not be a common foot traffic area.
Miscellaneous

> State provided network equipment:

¢ Must not be accessible to the public.

. Must not exist in an area where it can be kicked, bumped, spilled upon, or otherwise damaged.

. Must be located in a space of at least 2ft X 2ft X 2ft with adequate ventilation.

. Must be located at a height that alfows visibility and access from floor level without the use of a ladder, step
stool, etc.

. Must be visible and openly available for routine maintenance with no physical obstructions within ene (1) foot
of the equipment.

. Must be connected to a surge protector.
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ATTACHMENT 5 (Continued)

Miscellaneous Continued

J Must reside within the following environmental conditions:
Temperature: 32 to 104°F (0 to 40°C);
Relative humidity: 10 to 90 percent, non-condensing;
Altitude: 0 to 6500 feet (2000 m);
Shock: 250 G, <2 ms; and
o Vibration: 0.41 Grms2 (3-500 Hz) random input;
¢ Should reside in a closet that meets the dimension, access and environment requirements above.
. Must be on a surface that can support the mounting of the equipment to the surface and should be mounted
in one of the two {2) following fashions.
o Mounted in a 19 inch network equipment rack. (Preferred option)
o  Mounted to plywood sheeting that is securely mounted to wall studs.

O 0 0 0

» Must upon request, provide the state agency with an office wiring diagram depicting office furniture, counter space
walls, doors, LAN cabling, power outlets to driver license equipment provided pursuant to the Driver License
Document System contract {(contract number CT180778001) and state provided equipment.

’

» Must provide dedicated single socket electrical receptacle for networking equipment.

> Must only connect driver license equipment provided pursuant to the Driver License Document System Contract
{contract number CT180778001} and state provided or state approved equipment to the State of Missouri provided
router and switch.

» Must not connect a personal computer or any external device, i.e., flash drive, IPod, etc., to driver license
equipment provided pursuant to the Driver License Document System Contract {contract number CT180778001), or
any state pravided or state approved equipment without prior written approval from the state agency or
authorized designee of the state agency.

> Must purchase software or equipment upgrades for contractor provided equipment {approved by the state) when
required by the state agency.

»  Must not access or install any data or software on any state provided computer or state approved computer
without the express written consent of the state agency and must not permit any software, data, or information to
be downloaded or used in any manner inconsistent with the contract.

»  Must not power cycle, modify cabling to, or otherwise tamper with the state provided router and/ or switch
without prior approval from State of Missouri staff.

»  Must agree that only driver license equipment provided pursuant to the Driver License Document System contract
{contract number CT180778001), state provided equipment, and contractor provided equipment approved for
license office transaction processing shall be used to process, access, or store state agency information unless
otherwise authorized by the state agency.

Whenever the State desires, all equipment, whether driver license equipment provided pursuant to the Driver
License Document System contract {contract number CT180778001), state provided or state approved equipment,
shall be subject to inspection and monitoring, both remotely or in person, to ensure compliance with the contract,
state and federal laws, and state agency procedures and requirements. As part of such inspection, the state may
check all software and data, copy any software or data, and/or remove all non-conforming software or data.
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ATTACHMENT 5 (Continued)

Definitions

* State provided equipment includes:

* (isco router and switch;

* Equipment to process motor vehicle transactions: Titling and Registration intranet Processing System (TRIPS)
computers; TRIPS printers, and TRIPS barcode reader(s) if available from the state agency; and

* Equipment used when processing driver and nondriver license transactions: Vision machines, magnifying
glosses, hand-held black lights, and void punches.

»  Driver License Equipment Provided pursuant to the Driver License Document System Contract {contract number
CT180778001) - Includes equipment to process driver and nondriver license transactions: Cameras, signature
tablets, computers, document scanners, and paper printers.

Relocation

»  |If relocation is approved by the state agency, the contractor is responsible for moving all equipment, excluding
driver license equipment, which must be moved by the Department of Revenue’s designee, unless otherwise
approved by the state agency and its designee.
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ATTACHMENT 6

EVALUATION ELEMENT POINTS POSSIBLE

Evaluation Element

Minimum Hourly Wage (Exhibit

Points Possible

Explanation

Hourly wage proposed + highest hourly wage proposed

A, Section A Personnel 25.00 by competing vendor x 25 points
Retention, A-1) ycompeting P
New Employee Training . .
120h =25 po 40 hours=5
{Exhibit A, Section A Personnel 25.00 SRS T urs =3 points
GO0 80 hours = 15 points 0 hours =0 points
Contract License Office g‘ne (t)or m;:‘e vtiar.;: e:( F;?EFIE(I’;(;E asa Llfezr;se (.)iflce
Manager Training (Exhibit A, ST anager within the last five (5} years = 25 points
Section A Personnel Retention, 120 hours = 15 points 40 hours = 5 points
A-3) 80 hours = 10 points 0 hours = 0 points
ADAAA compliant ADAAA compliant
restroom inside office = (CE L0 W'ﬂ_““ the
10 points facility = S points
Public Restroom {EXh’bit A, 10.00 Non_comp“ant restroom Restroom within facilitv
Section B Service, B-1) inside office = 7 points but not in license office =
2 points
No restroom = O points
Contractor will maintain 15 minut = i
Wait Times (Exhibit A, Section B 12.00 ont aintain 15 minutes or less = 12 points
S lE ) Contractor will maintain 30 minutes or less = 4 points
Ve R e e 25% ormore of office hours
hours each month each _month
=6 points g
Pre-Screener {(Exhibit A, 6.00
Section B Service, B-3) :
50%or more of office Will not have a pre-
hourf LI screener = points
=4 points
Assistance to Customers (Exhibit .
. 1 h
A, Section B Service, B-4} 2.00 point eac
All required operating 50% of all required
) hours per week = 20 operating hours per week =
Contract License Office points 10 points
Manager Presence in a License 20.00

Office (Exhibit A, Section B
Service, B-4)

75% of al! required Less than 50% of ail
operating hours per week required operating hours
=15 points per week = 0 points
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ATTACHMENT 6 (Continued)

Evaluation Element Points Possible Explanation

Inventory Control (Exhibit A,

Section B Experience, B-6A) 14.00 See Attachment 6 page 4 for detailed scoring

Customer Service Experience

{ Exhibit A, Section B 4.00 See Attachment 6 page 5 for detailed scoring
Experience, B-68)

Computer Experience {Exhibit A,

Section B Experience, B-6C) 10.00 See Attachment 6 page 6 for detailed scoring

Private Working Area for
State of Missouri staff
member (Exhibit A, Section C
Miscellaneous Items, C-1}

5.00 Yes =5 points No=0points

Separate, non-published phone

number for state agency use . .
(Exhibit A, Section C 2.00 Yes =2 points No =0 points

Miscellaneous items, C-1)

Security System ({Exhibit

A, Section C Miscellaneous

ftems, C-1)

Will install a security system
that will allow the state agency's
Central Office access to view the
security system cameras via the
Internet at any time, without 7.00 Yes =7 points No=0points
requesting permission. (The state
agency will access on an as
needed basis to address real
time customer concerns as well
as fraud review).
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ATTACHMENT 6 (Continued)

Evaluation Element Points Possible Explanation

Panic Button (Exhibit A, Section
C Miscellaneous ltems, C-2)
Will install at least one (1)
concealed, alarm-monitored

panic button under the If installing between every other workstation and the
customer service counters/ office has more than three workstations

desks. =5 points

Will install a concealed, alarm- 5.00

monitored panic button under

the customer service counters/ If installing only cne button = 2.5 points No button = 0
desks between every two points

(2} workstations. {credit wifl not
be given if there are not at least
three workstations in
Attachment 1).

Technical Proposal Total Points

Possible 172.00
Political Subdivision = 4 points
Vendor Status Maximum .
Points 4.00 IRS Tax Exempt = 1 point
[RS Tax Exempt Stats Reinvesting Net Proceeds = 1 point
Vendor Status Total Points
Possible 4.00
Missouri Service-Disabled
Veteran Business Enterprise 3.00
Preference
Prior History Deductions Up to -14.00 See Section 4.6.4

Total Possible Points 179.00
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ATTACHMENT 7

OTHER STATE CONTRACTS

The State of Missouri has contracts as summarized below that impact license offices. The contractors and contract terms are
subject to change as a result of any subsequently completed procurement(s) and contract award(s).

E-Payment Services:;

Currently with NCR Payment Solutions, FL, LLC {contract number C214037002, bid number B2Z14037}~-This contract is
anelectronic payment vendor used to process credit and debit card payments, including those received by the
Department of Revenue and license offices and other electronic payments that integrate Internet electronic payment
acceptance. Per the terms of the contract, the electronic payment vendor collects a surcharge or convenience fee
from each paying license office customer.

Digitized Image Driver License Document System;

Currently with Idemia Identity Security USA LLC (contract number CT180778001, bid number REPT300349018007 78).
This contract is for a Central Issue (Cl) driver license document system for the Department of Revenue, also referred to
asthe Missouri Electronic Driver License system {MEDL), and expires June 21, 2026.

Temperary Registration Permits:

Currently with RR Donnelley (contract number 5192769001, bid number RFPS30034901902769) - This contract is to
manufacture temporary motor vehicle, trailer, and motorcycle registration permits. Per the terms of the contract, RR
Donnelley takes, fulfilis, and ships orders for the permit from the Department of Revenue, license offices and
automobile dealers, including invoicing and payments. The price charged by RR Donnelley is set by the vendor each
year. Refer to oa.mo.gov/purchasing/bidding-contracts/awarded-bid-contract-document- search for current pricing.
All charges related to this section are the responsibility of the contractor.

Banking Services:

Currently with Central Bank {contract number C5180543001) — The Missouri State Treasurer and the Department of
Revenue contracts for depository services for the collection of state and non-state funds. The contractor provides a
remote depasit system and all necessary equipment to prepare and transmit imaged deposits (checks, money orders)
collected at the license office to the designated state account.
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ATTACHMENT 8

CONTRACT LICENSE OFFICE MANAGER EXPERIENCE AND SKILLS
The following is a non-exhaustive list of Experience and Skilis for a Contract License Office Manager:

¢ Strong interpersonal skills — a Contract License Office Manager will have substantial in-person or telephone contact with

members of the public seeking services or information.
s Demonstrated experience and ability to ensure customer service.
® Supervisory background in scheduling, evaluations, training, and discipline.
* Self-driven and determined to serve customers and accurately process transactions.
* Well-organized multi-tasker who thrives in a fast-paced environment.
* Willing to work longer days when necessary to serve customers.
* Experience handling and accounting for money received.

Minimum Expected Experience:

A Contract License Office Manager must have demonstrated experience managing a retail business; managing the
delivery of customer service; managing a license office; managing a closely related office environment; or supervisory
work in a license office or for the Department of Revenue.

Minimum Required Training:

A Contract License Office Manager must complete the minimum number of training hours, as proposed in Exhibit A,
Section A-3, within ninety (90) days of employment.

Special Requirements:

All applicants for a Contract License Office Manager must consent to and pass fingerprinting and a criminal
background investigation.

Transaction Processing Responsibilities:

A Contract License Office Manager will be responsible for ensuring license office functions and license office personnel
are compliant with both Missouri and Federal law, and all Missouri Department of Revenue procedures regarding Motor
Vehicle titling, registration, driver and non-driver licensing, and all other assigned transactions per the contract. The
following is a non-exhaustive list of additional Transaction Processing Responsibilities for a Contract License Office
Manager:

*  Accurately process transactions for customers.

*  Review customer documentation as required.

*  Collect fees, sales and local taxes, and recencile financial records.

* Handle cash, checks, and credit/debit card payments.

¢ Meet deposit, shipment, and recordkeeping requirements and timelines.

*  Review and approve all voided transactions.

¢ Monitor license office personnel and office practices for fraud and deception.

*  Operate computers, cameras, cash drawers, photocopiers, credit/debit card equipment, and driver license equipment.
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ATTACHMENT 8 (Continued)

Customer Service Responsibilities:

The following is a non-exhaustive list of Customer Service Responsibilities for a Contract License Office Manager:

® Hire and retain license office personnel, collect and remit all required withholding taxes, and ensure compensation
for all license office personnel in accordance with state and federal faws.

¢ Provide training to license office personnel to ensure they are able to process transactions, pravide customer
service, and comply with the state agency policies and procedures and related federal, state, and local statutes
and regulations.

® Provide customer service that takes care of the customer’s needs by providing and delivering professional,
helpful, high-quality service and assistance, before, during, and after the customer’s transaction needs are met.

® Respond toany and all customer feedback, concerns, or complaints within three (3) business days after receipt.

* Beresponsible for all license office personnel maintaining confidentiality requirements as required by law and
protecting “personal identifiable information” {(“PII”) of customers,

Inventory Management Requirements:

The following is a non-exhaustive list of Inventory Management Requirements for a Contract License Office Manager.
A Contract License Office Manager:

® Isresponsible for receipt, distribution, and accountability of all inventory. Inventoryincludes, but is not limited
to, secure driver license paperwork, license plates, registration stickers, temporary permits, decals, placards,
and other security and inventory items.

®  Will allow the state agency at least five {5) days to process and ship any inventory orders.
*  Will ensure automatic monthly shipments are sufficient to meet customer demand.
*  Willread and follow inventory Insights guidelines and instructions as provided by the state agency.

*  Willcomplete monthly and semi-annuatinventory reconciliation as directed by the License Offices Bureau.

Communications Requirements

The following is a non-exhaustive list of Communications Requirements for a Contract License Office Manager. A
Contract License Office Manager:

*  Will be required to read and disseminate state agency communications intended for license office personnel
to all license office personnel and ensure team members affected by the state agency communication comply
within any timeframe requested by the state agency communication or by state agency policies and
procedures.

*  Wilt be required to educate all license office personnel on where to find the License Office Resource page where
the Missouri Department of Revenue posts quick reference guides, procedures, charts, Motor Vehicle processing
manuals, tax calculators, legislative changes, “How to Videos”, Driver License processing manual, and other
resource information.

*  Wiil regularly share with license office personnel the expectation to process transactions accurately, provide and
delivery high quality customer service, and comply with the state agency policies and procedures and related
federal, state, and local statutes, and regulations.

®  The Contract License Office Manager's full name, title, and office phone number must be visually displayed in large
printon the entrance door along with the office operating hours. The contract name, contractor’s name, and
phone number may also be displayed for transparency to their customers.





