APPENDIX C – SERVICE DELIVERY APPROACH

The Proposal must include responses to the following mandatory requirements:
1. How the Proponent will contend with variable workloads to ensure that when a Service Request is received from TMS, the Services are provided within the requested transcript turnaround time. i.e. How would workloads be prioritized to ensure each transcript is completed by the respective due date?

1. The Proponent’s ability to ensure technical support is provided both during and outside of Business Days. i.e. How would equipment malfunctions be dealt with?

1. The Proponent’s commitment to administrative support and training in order to address any new technological changes.  If there is a change in technology requirement during the term of the Contract, how will the Proponent address such changes?

1. The quality control measures the Proponent has in place to ensure accurate proofreading of transcripts; and verification of software, equipment, and office space used by resources.

1. The Proponent’s Service Delivery Capacity – Production Volume:
(Note: The response to 1e) i. will not be scored and will be used for information purposes only.)

1. Indicate average service delivery capacity per month based on a 41 line page format/1,200 Character average per page (i.e. 10,000 pages per month, 7,500 pages per month, 5,000 pages per month, 2,500 pages per month, etc.) and;
1. Indicate how the Proponent will ensure resources are available to meet fluctuating demands in producing transcripts;

1. The Proponent’s policy relating to security for Court Materials and Personal Information and all security measures to be implemented to ensure the protection of Court Materials and Personal Information, which must include: 

5. provisions for the retention and disposal of Court Materials and Personal Information;
5. the security measures to ensure that only those employees, subcontractors and agents, if any, of the Proponent who are required to have access to the Court Materials and Personal Information for the purposes of providing the Services required under the Contract will be permitted access to the Court Materials and Personal Information;
5. the security measures that will be implemented to ensure the physical and electronic protection of Court Materials and Personal Information, addressing:
2. measures that will be in place to ensure computer equipment being used for transcription is secure from viruses, malware and any other potential security vulnerabilities;
2. measures that will be in place to ensure computers are password protected;
2. measures that will be in place to ensure servers have up-to-date anti-virus, anti-spam, or a network firewall in place;
2. measures that will be put in place to ensure Internet or e-mail is appropriately secured with effective measures (for example; using encryption, individual user-ID and passwords, password-protected attachments, etc.);
2. measures that will ensure office space is physically secure from all persons other than the resource performing the transcription Services. 
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