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GENERAL INFORMATION
1. Proposal Submission

Three (3) copies of the Proposal including the original are to be submitted to O211SC at the address listed under the contact information NO LATER THAN 2:00:00 O’CLOCK P.M. LOCAL TIME, September 10,  2010, all in accordance with the attached Proposal Document.

Request for proposal documents received after the specified closing time will not be considered and will be returned unopened to the sender.

2. Anticipated Budget for Project
It is anticipated that the overall budget for this project is not to exceed $25,000.  Proposals with budgets outside this range are acceptable; however the consultant should identify the reasons for the variance.  

3. Communication

Any Consultant who has questions with regard to this Proposal should contact:

Mr. Bill Morris

Executive Director

Ontario 211 Services Corporation (O211SC)
543 Richmond Street West
Suite 220 - Box 114                  
                                  

Toronto, ON M5V 1Y6

Tel:  (416) 777-0211 x 221            E-mail:  bmorris@211ontario.ca
No information given verbally or by means of telephone by O211SC will be binding nor will it be construed as to change the requirements of this Proposal in any way. Consultants are cautioned to secure clarification on the Proposal information PRIOR to submitting a Proposal.

During the proposal process, Consultants are cautioned not to contact other employees of O211SC concerning this Proposal. The only contact should be with the person named in the proposal document.

4. Additional Information

Where further information is requested throughout the Proposal, this information forms part of the proposal and must be completed as requested.

Subsequent to the formal closing of the Proposal, O211SC may request additional information about the Consultant’s Proposal by sending a signed fax inquiry to the Consultant’s contact. The Contractor will provide a signed written response. O211SC may require interviews and/or site visits to review a proposed solution or to clarify a Consultants response.

5. Documentation

Bids must be submitted on the attached bid sheet(s).  Consultants finding discrepancies or omissions or having any doubt as to the meaning or intent thereof, shall at once notify the O211SC Contact listed herein who shall, if necessary, send written instructions or explanation to all Consultants.

6. RFP Opening

After opening, all proposals will be checked by O211SC for arithmetic errors.  O211SC reserves the right to make corrections to arithmetic errors found during the checking of the proposals. Where errors such as incorrect extensions or misplaced decimals are obvious, the intent of the Consultant as shown in the proposal should be considered and the bid adjusted accordingly.

The lowest bid or any Proposal is not necessarily accepted and O211SC reserves the right to award any portion thereof.

7. Proposal Evaluation

a. At the close of the Proposal call, all Proposals will be evaluated.

b. O211SC at its sole discretion may negotiate any aspect of any Proposal with one or more of the Consultant at any time.

c. Negotiations with any Consultant shall not oblige O211SC to enter into a Contract with any Consultant or to be construed as an acceptance of the Proposal.

d. All negotiations shall be in writing, in a form satisfactory for inclusion into the contract.

e. In addition to reviewing the written Proposals, the evaluation process may include a formal interview with one or more of the vendors involved in the Proposal to allow O211SC staff to verify the capability and resources of the Consultant.

f. All costs associated with the preparation of the Proposal will be the responsibility of the Consultant and will not be recoverable from O211SC.

g. All proposals shall become the property of O211SC.

8. Proposal Evaluation Criteria

At the close of the Proposal call, a committee of staff members will evaluate all Proposals.  Consultant selection will be based on the Consultant providing the greatest overall benefit to O211SC.  The Proposals will be evaluated and selection will be made on the basis of the criteria listed below and as depicted on the Proposal Evaluation scoring sheet contained herein.  

· Company Profile - Qualifications

· Proposed Methodology

· Proposed Schedule

· Fee Schedule

9. Contract Period

The contract shall be in effect for the period from October, 30, 2010 to January 30, 2011 subject to an extension upon mutual agreement of both parties.  The term of the resulting contract shall be for a three month period or until the contracted deliverables are satisfied.

10. Award Strategy

The Award of this Proposal will be based upon the most qualified Consultant that can provide the service required at a reasonable cost while having the greatest overall benefit to O211SC.  Price shall be considered, but need not be the sole determining factor.  
The lowest bid or any proposal is not necessarily accepted and the O211SC reserves the right to award any portion thereof.
11. Pricing

a. All prices will be quoted in Canadian dollars.

b. Pricing shall remain firm for the duration of the contract and are subject to acceptance within ninety (90) days from the closing date specified in this RFP.

c. Each Consultant will be fully responsible for the validity and accuracy of all costs and rates identified in its response to the RFP.

12. Taxes

Prices quoted shall include Harmonized Sales Tax (HST)/Goods & Services Tax (GST).  These taxes shall be shown separately and are not to be included in the unit prices or sub- total pricing. The total stated contract price will include all costs and applicable taxes.

13. Schedule

O211SC reserves the right to revise the dates in this Proposal or to cancel this Proposal without penalty or cost to the O211SC.

Release of Proposal:


August 18, 2010
Proposal Closes:
September 10, 2010

Award of Contract: 
October 8, 2010
Commencement of Contract:

October 30, 2010
O211SC reserves the right to modify specified target dates and to reject any or all submissions or to cancel or withdraw the RFP for any reason without incurring any cost or liability for costs and damages incurred by any vendor, including, without limitations, any expenses incurred in the preparation of the submission.

14. Termination

Termination for Convenience: O211SC may terminate a contract, in whole or in part, whenever O211SC determines that such termination is in the best interest of O211SC without showing cause, upon giving written notice to the Consultant.  O211SC shall pay all reasonable costs incurred by the Consultant up to the date of termination.  However, in no event shall the Consultant be paid an amount that exceeds the price bid for the work performed.  The Consultant will not be reimbursed for any profits which may have been anticipated but which have not been earned up to the date of termination.

Termination for Default: When the Consultant has not performed or has unsatisfactorily performed the contract, O211SC may terminate the contract for default.  Upon termination for default, payment may be withheld at the discretion of O211SC. Failure on the part of a Consultant to fulfill contractual obligations shall be considered just cause for termination of the contract.  The Consultant will be paid for work satisfactorily performed prior to termination, less any excess costs incurred by O211SC in completing the work.

15. Non-Collusion

The Consultant shall not discuss or communicate, directly or indirectly, with any other Consultant or their agent or representative about the preparation of their Proposals.  Each Consultant shall attest that its participation in the RFP process is conducted without collusion or fraud.  

16. Conflict of Interest

All Consultants shall disclose to O211SC, any potential conflicts of interest.  If such conflicts of interest do exist, O211SC may, at its discretion, withhold the award.

17. Confidential Information

The successful Consultant will have access to confidential information relating to O211SC and employees and other personnel.  The Consultant further acknowledges that all programs, reports, data, documents, materials and information of any kind whatsoever prepared in the course of carrying out this project are the sole and exclusive property of the O211SCand shall not be disclosed or released to any person or organization without the prior written consent of O211SC.

18. Invoicing

One invoice must be issued on a per month basis for all services performed.  Each invoice must outline the applicable charges and shall be invoiced in accordance with the pricing specified in your submission as follows:

a. Purchase Order Number

b. Hours worked 

c. Description of work completed

d. Itemized list of Disbursements 

O211SC reserves the right to audit the Consultants’ records to verify the amounts billed. Any fraudulent findings as a result of said audit will result in immediate reimbursements by the Consultant to O211SC and may result in immediate cancellation of the contract.

STATEMENT OF WORK
1. Introduction
The intent of this Request for Proposal (R.F.P.) is to invite responsible, responsive Consultants to create and implement guidelines for a broader branding strategy based on recommendations generated from a comprehensive audit completed earlier this year. The work will commence October 30, 2010 and the term of the resulting contract shall be for a three month period.  The contract may be subject to an extension upon mutual agreement by both parties.

O211SC may increase or decrease the scope of work and any additional payment or reduction in payment shall be made at the unit prices – hourly rates bid herein.  Unit pricing shall remain firm for the term of the Contract.  All travel and accommodation costs will be covered by the Corporation, subject to pre-approval.

Your company’s proposal must be detailed, specific and must be completed and submitted in the prescribed format.  If requested, the Consultant must be prepared to meet with O211SC to review your Proposal.

O211SC’s intent to enter into an agreement with the Vendor is the sole judgement of the O211SC, that most effectively meets the requirements of this R.F.P.

2. Background

The Ontario 211 Services Corporation (O211SC), created in 2007 as a non-profit, volunteer-led organization, operates under an agreement with the United Way of Canada – Centraide Canada (UWC-CC) and holds exclusive license to the 211 trademark in Ontario. 

The Province has agreed that O211SC is the agent for allocating provincial funds based on the needs and priorities identified by the Board of O211SC and has delegated its authority over telephone switching to O211SC.
O211SC in collaboration with many government and community partners is developing the 211 system for complete, free, province-wide access to Information & Referral Services in Ontario using two channels (phone and internet) by 2012. Calls are answered 24/7 by live, multi-lingual Certified Information Specialists, who confidentially assess each caller’s needs and link them to the best available information about some 56,000 community, social, health and government services and programs. 

211 telephone service began in Ontario in 2002 with the opening of the first call centre in Toronto.  With subsequent growth and expansion of service approximately 55% of Ontarians can now make use of 211’s telephone information and referral service.  There are eight call centres (five non-profits and three municipalities) offering 211 throughout Ontario, including Ottawa, Simcoe County, Thunder Bay, Toronto, Peel, Halton, Niagara, and Windsor.  Of these, Toronto is the largest and offers overnight and weekend service.  

Together, O211SC and the eight 211 operational sites constitute the Ontario 211 system. While O211SC is responsible for ensuring overall system integrity, brand identity, and service standards, developing these entities is founded on the recognition that local sites need be responsive to local partnerships.  It is a principle for O211SC that prior to introducing new requirements for the Ontario 211 system, it will consult with its local 211 operators.
3. Scope of Work – Project Objectives

Earlier in 2010, an independent consultant, expert in the field of branding, was engaged to conduct a comprehensive audit review and assessment of 211’s current brand, interviewing 211 users and other stakeholders. During the course of the audit, an assortment of reports, documents, materials and online conversations were reviewed. Focus groups with 211 Service Providers and newcomer Canadians were held. Over 20 confidential interviews with key stakeholders were also conducted. O211SC facilitated a team brainstorming session to analyze the findings. 

Ontario 211 Services Corporation ‘s expectation is that the consultant will build on the recommendations and further develop:  

· a consistent brand identity (visuals, taglines) that defines the scope of 211 service*

· a key message platform 

· brand use guidelines and a co-branding strategy 

· creation and implementation strategy for a province-wide uptake of the 211 brand,  

          with key stakeholders, United Ways of Ontario, municipalities and Service  

          Providers  


* Note: the 211 logo is licensed by United Way Canada-Centraide and will not be   

                changed. 

Although the final Audit Report will be provided to the company awarded the contract, what follows is a high level summary of the audit findings and challenges to be addressed in the RFP:

Findings

· Public awareness of 211 is low

· The scope of 211 service delivery is unclear

· The 211 logo and visual identity is not well known nor consistently used 

· Key messages are apparent but not consistent

· N11 (211, 311, 411, 911) confusion is growing

· Non-profit organizations currently in the 211 database are not seen as integral brand partners

· Need for building provincial brand awareness

· Need to strengthen internal communication strategy and resources

Brand Challenges

· Work in both English and French 

· Be adaptive to multilingual users

· Be sensitive to engagement of vulnerable users 

· Address varied perceptions about what human services are

Stakeholders to consider in the development work : 
Ontario residents (Callers and website visitors), Non-profit Agencies, Referral Agencies, Funders, Ministry of Community and Social Services, Citizenship and Immigration Canada, Boards of Directors, United Ways of Ontario, Municipalities, Service Providers, Inform Canada.
CONSULTANT INFORMATION RESPONSE

This section describes requirements that the Consultant must address (but not limited to) in their proposal submission. This information will form the basis of the evaluation. Please only use the forms provided below and answer all questions accordingly.

In order for your company to be evaluated the following MUST be completed in detail. Failure to comply will result in disqualification of your proposal submission.
1. COMPANY PROFILE

	Company Name
	

	Business Address
	

	
	

	
	

	Contact Name of Principal / Title
	

	Telephone Number(s)
	

	Cell Phone Number
	

	Fax Number
	

	E-mail Address
	

	Website
	

	Date of Incorporation
	

	Officers of the Firm
	

	Number of Employees
	

	Number of Years in Business Under this Company Name
	

	Number of Years in Business Performing Consulting Service
	


2. ANNUAL PROJECT VALUE
Please specify the annual contract values in the past five years for services provided in Canada. 

	Year
	Total Annual Revenue
	Total Annual Revenue - Consulting Service

	2010 (Projected)
	
	

	2009
	
	

	2008
	
	

	2007
	
	

	2006
	
	


3. PROJECT EXPERIENCE


Project One 

	Project Title
	

	Description
	

	Date Started 
	
	Date Completed
	

	Project Value
	

	Company/Owner
	

	Contact Name
	

	Address
	

	Phone Number
	


Project Two 

	Project Title
	

	Description
	

	Date Started 
	
	Date Completed
	

	Project Value
	

	Company/Owner
	

	Contact Name
	

	Address
	

	Phone Number
	


Project Three 

	Project Title
	

	Description
	

	Date Started 
	
	Date Completed
	

	Project Value
	

	Company/Owner
	

	Contact Name
	

	Address
	

	Phone Number
	


4.
CONSULTANT CONTACTS

Please provide the name of the Primary and Secondary contacts for this project and include a copy of their Curricula Vitae as Attachment # 1.


Primary Contact
	Name 
	

	Position
	

	Proposed Role
	

	Years of Experience
	

	Phone Number
	

	Fax Number
	

	E-mail Address
	


Secondary Contact
	Name 
	

	Position
	

	Proposed Role
	

	Years of Experience
	

	Phone Number
	

	Fax Number
	

	E-mail Address
	


5.
LIST OF STAFF 

Please provide a summary of the list of staff that will be engaged in the project and attach a copy of the Curricula Vitae as Attachment # 2.

	Name
	

	Position
	

	Years of Experience
	

	Proposed Role
	

	


	Name
	

	Position
	

	Years of Experience
	

	Proposed Role
	


	Name
	

	Position
	

	Years of Experience
	

	Proposed Role
	


	Name
	

	Position
	

	Years of Experience
	

	Proposed Role
	


6.
PROPOSED PROJECT METHODOLOGY
Please review the Scope of Work detailed in this RFP and provide an overview of how you propose to provide the service required and include as Attachment # 3.
7.
PROPOSED PROJECT SCHEDULE

Please provide an overview of how you propose to meet the timelines for the services required and include as Attachment # 4.

As part of the Proposed Project Schedule, the Consultant will provide a timetable for completion of the phases of each task, milestones and major deliverables.  The timetable will allow time for review of draft reports by O211SC.
PROPOSAL BID SHEET

	211 Task

	TOTAL

	1. 
	$

	2. 
	$

	3. 
	$

	4. 
	$

	Estimate of Disbursements


	$

	Taxes (HST/ GST)
	

	TOTAL CONTRACT PRICE 

(including applicable taxes)

	$




No additional fees will apply without prior written authorization of the O211SC Contract Administrator.

___________________________________________________________________________

NAME OF FIRM OR INDIVIDUAL (THE CONSULTANT)

___________________________________________________________________________
SIGNED BY

___________________________________________________________________________

ADDRESS

___________________________________________________________________________
CITY, TOWN OR VILLAGE



POSTAL CODE

___________________________________________________________________________

TELEPHONE NO.





FAX NO.

___________________________________________________________________________

E-MAIL ADDRESS
ADDITIONAL SERVICE FEES

Please provide the hourly rates for all staff that will provide service and the disbursement fees for services above and beyond that which is required to be provided as part of the contract.
Professional Fees
	Principal 
	$ ____________ / hour



	Associate 


	$ ____________ / hour



	Project Manager


	$ ____________ / hour

	Administrative Support
	$ ____________ / hour



	
	$ ____________ / hour

	
	$ ____________ / hour



	
	$ ____________ / hour


Disbursements

	Description
	Unit Prices

	Printing – Written Documents
	$__________ / Page



	Mileage 
	$ ___________ / km



	Other


	

	
	


NAME OF FIRM OR INDIVIDUAL (THE CONSULTANT)


�
�
ADDRESS	CITY / POSTAL CODE�
�
TELEPHONE NO. 	FAX NO.�
�
NAME OF PERSON SIGNING FOR FIRM�
�
OFFICE OF PERSON SIGNING FOR FIRM�
�
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