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REQUEST FOR PROPOSALS (RFP) 
CUSTOMER SERVICE CENTER (CSC) SERVICES
OS/CSC/15-001-S 
AMENDMENT #4 

September 4, 2014 
Prospective Offerors: 

This amendment is being issued to amend certain information in the above named RFP. All information contained herein is binding on all Offerors who respond to this RFP. Specific parts of the RFP have been amended. The changes are listed below.  New language has been double underlined and marked in bold (i.e. word), and language that has been deleted has been marked with a strikethrough (i.e. word). 

1. RFP KEY INFORMATION SUMMARY SHEET
Proposal Closing Date and Time:
September 15, 2015, 3:00 pm Local Time




September 22, 2014, 3:00 pm Local Time

2. Section 1.11     Proposals Due (Closing) Date and Time
Proposals, in the number and form set forth in Section 4.2 “Proposals”  must be received by the Procurement Officer at the address listed on the Key Information Summary Sheet, no later than 3:00 pm Local Time on September 15, 2014 September 22, 2014 in order to be considered.

3. Section 3.6.1, Service Level Agreement (SLA)
Section 3 - Table 3: CSC Performance Measures and Metrics, item #7 is revised as follows. The remainder of Table 3 remains unchanged.
	#
	Performance Category
	Description
	Quantitative Performance Measures
	Service Level Target

24 Hours and 365 Days Per Year
	Severity Type

	Service
	

	7
	Abandoned Calls
	The maximum tolerance of total calls abandonment at any given point in time that can happen in the IVRS or when a CSR is already in communication with the caller and the call drops
	Percentage rate
	Less than 1%

5% or Less
	High


4. Attachment F, Financial Proposal Form is corrected and is included as a separate attachment to this Amendment.

Should you require clarification of the information provided in this Amendment, please contact me via email at yvonne.barr@maryland.gov or by telephone at (410) 767-7256. 

  By: Yvonne Barr







         Procurement Officer
 

