


 

Louisville-Southern Indiana Ohio 
River Bridges (LSIORB) Toll 
Services Project for the Indiana 
Finance Authority / Joint Board 
 
July 28, 2014, 12:00 PM EDT 

Submitted by: 
Xerox State & Local Solutions, Inc. 
12410 Milestone Center Drive 
Germantown, MD 20876 

 
 

Portions of this proposal contain confidential information, ideas, know-how, concepts, processes, and trade secrets 
(collectively “Proprietary Information”) that are the sole property of Xerox. The proprietary contents of this proposal 
are intended solely for use in the procurement process and may not be disclosed except to persons who are involved 
in the evaluation of the proposal or award of the contract. The contents may not be duplicated, used, or disclosed in 
whole or in part for any purpose except the procurement process. Release of Xerox proprietary, confidential, and 
trade secret information would place Xerox at a serious and irreparable competitive disadvantage in future 
procurements by providing competitors with information that Xerox maintains strictly confidential and which is 
unavailable to any third-party except under restrictions contained in a nondisclosure agreement or protections that 
cover this information under applicable law. If a third-party makes a request for disclosure of any of the contents of 
this proposal, you are requested to notify Xerox immediately so that Xerox will have an opportunity to provide 
assistance in protecting the proprietary contents of this proposal from unauthorized disclosure. 
 
 
XEROX® and the XEROX logo design are trademarks of the Xerox Corporation in the United States and/or other 
countries. 

i 



Louisville-Southern Indiana Ohio River Bridges (LSIORB) Toll Services Project  
for the Indiana Finance Authority / Joint Board  

 
 

Table of Contents 
Exhibit F. Summary and Order of Proposal Contents 
Form K – Technical Response Form 

System Architecture Requirements ............................................................................................3 
Roadside Requirements ...........................................................................................................43 
Back office System Requirements ...........................................................................................67 
Customer Service Center Requirements ................................................................................101 
Toll Operations Center Requirements ...................................................................................143 
Operations and Maintenance Requirements ..........................................................................157 
Performance Requirements ....................................................................................................161 
Financial Requirements .........................................................................................................173 
Access Control and CCTV Requirements .............................................................................181 
TCS Workflows .....................................................................................................................187 
Plans and Testing ...................................................................................................................213 

Section F. Preliminary Project Schedule 
GTS LSIORB Toll Collection System – Preliminary Schedule 

List of Exhibits 
Exhibit SA-015-1.  .................................................................12 
Exhibit SA-015-2.  ........................................................................12 
Exhibit SA-021-1.  

...............................................................14 
Exhibit SA-022-1.  ........................................16 
Exhibit RS-002-1.  ....................................................................45 
Exhibit RS-010- 1.  ................................................50 
Exhibit RS-011-1.  .......................................................................................51 
Exhibit RS-011-2.  .................................................................................................52 
Exhibit RS-011-3.  .......................................................................................................53 
Exhibit RS-011-4.  ..................................................................54 
Exhibit RS-019-1.  ..............................................................................................56 
Exhibit RS-019-3.  .................................................................57 
Exhibit RS-019-2.  ......................................................57 
Exhibit RS-019-4.  ..........................................................58 
Exhibit RS-023-1  

. ................................................................................................. 
Exhibit RS-026-1.  .........................................................60 
Figure RS-036 -1. . .63 

© 2014 Xerox State & Local Solutions, Inc.  TOC-1 
 



Louisville-Southern Indiana Ohio River Bridges (LSIORB) Toll Services Project  
for the Indiana Finance Authority / Joint Board 
 
 
Exhibit BO-004-1.  ..............................................................................68 
Exhibit BO-027-1. ....................................................................73 
Exhibit BO-056-1.  

...........................................................................................................................81 
Exhibit BO-119-1.  ........................................................................92 
Exhibit CS-043-1.  ...........................................................................115 
Exhibit CS-046-1. .....................................................................117 
Exhibit CS-067-1.  .......................................................................................127 
Exhibit PR-007-1.  ..................................................................164 
Exhibit PR-008-1. ...................................................................165 
Exhibit AC-001-1.  .........................................................181 
Exhibit WF-001-1.  ........................188 
Exhibit WF-001-2.  .....................................................188 
Exhibit WF-008-1. . .............................................................200 
Exhibit WF-011-1.  .....................................................................................204 
Exhibit TP-021-1.  .....................................................................221 

List of Tables 
Table SA-002-1. VECTOR 4G System Description and Lifecycle ................................................5 
Table SA-003-1. Critical Components Redundancy and Reliability Features ................................6 
Table SA-003-2. ORT Lane Redundancy ........................................................................................7 
Table RS-004-1. TPS Second Source Hardware Plan ...................................................................46 
Table CS-049-1. Sample Configurable Data ...............................................................................118 
Table CS-051-1. Configurable Data for Enforcing the Escalation Business Rules .....................120 
Table CS-053-1. Managed Receivables .......................................................................................121 
Table CS-074-1. Xerox Security Standard ..................................................................................130 
Table WF-014-1. Alarm List .......................................................................................................208 
Table TP-008-1. Program Management Plan Topic List .............................................................215 

TOC-2  © 2014 Xerox State & Local Solutions, Inc. 
 



Exhibit F 

SUMMARY AND ORDER OF PROPOSAL CONTENTS 

 

 
Technical Proposal Component 

 
Form (if any) 

ITP Section 
Cross-Reference 

A. Executive Summary 
Executive Summary (Exclude price 
information) 

No forms are 
provided 

Exhibit B, Section 3.1 

B. Proposer Information, Certifications & Documents 
Proposal Letter Form A  Exhibit B, Section 3.2.1 

Authorization Documents No forms are 
provided 

Exhibit B, Section 3.2.1 

Identification of Proposer and Equity 
Members 

Form B-1 Exhibit B, Section 3.2.2 

Information About Proposer Organization Form B-2   Exhibit B, Section 3.2.2 

Information About Major Subcontractors Form B-3  Exhibit B, Section 3.2.2 

Letter accepting joint and several liability, 
if applicable 

No forms are 
provided 

Exhibit B, Section 3.2.2 

Responsible Proposer and Major 
Subcontractor Questionnaire 

Form C Exhibit B, Section 3.2.3 

Letter(s) Regarding Pre-Proposal 
Submittals 

No forms are 
provided 

Exhibit B, Section 3.2.4 

Non-Collusion Affidavit Form D Exhibit B, Section 3.2.5 

Buy America Certification Form E Exhibit B, Section 3.2.6 

Surety/Financial Institution Information  No forms are 
provided  

Exhibit B, Section 3.2.7 

Conflict of Interest Disclosure Statement  Form F Exhibit B, Section 3.2.8 

Equal Opportunity Employment 
Certification 

Form H Exhibit B, Section 3.2.9 

Lobbying Certification Form I Exhibit B, Section 3.2.10 

Debarment and Suspension Certification Form J Exhibit B, Section 3.2.11 

Insurance No forms are 
provided 

Exhibit B, Section 3.2.12 
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ITP Section 
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Confidential Contents Index No forms are 
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Exhibit B, Section 3.2.13 

Kentucky Bidders Form Form N Exhibit B, Section 3.2.14 

Copies of Organizational Documents No forms are 
provided 

Exhibit B, Section 3.2.2 

Proposer Teaming Agreement or Key 
Terms 

No forms are 
provided 

Exhibit B, Section 3.2.2 

Executed Contracts or Term 
Sheets/Heads of Terms 

No forms are 
provided 

Exhibit B, Section 3.2.2 

C. Financial Information 
Proposer must provide the corporate 
and financial information identified in 
Section 4.0 of Exhibit B, for the 
Proposer, Equity Members, Guarantors 
and any other Financially Responsible 
Party 

No forms are 
provided 

Exhibit B, Section 4.1 

C1 Audited Fiscal Financial Statements 
and related updated financial materials 
submitted in response to SOQ  for all 
periods subsequent to SOQ and 
unaudited interim financial statements 
(Exhibit B, Section 4.1) 

No forms are 
provided 

Exhibit B, Section 4.1 

C2 Letter regarding material change in 
financial condition since submission of 
the SOQ and for next reporting period 
(Exhibit B, Section 4.2) 

No forms are 
provided 

Exhibit B, Section 4.2 

C3 Guarantor Letter of Support (Exhibit B, 
Section 4.3) 

Form L Exhibit B, Section 4.3 

D. Technical Response 
Technical Response Form K Exhibit B, Section 5.0 

E. Preliminary Project Schedule  
Preliminary Project Schedule No forms are 

provided 
Exhibit B, Section 6.0 
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FORM K 

TECHNICAL RESPONSE FORM 

The below legend provides an example of a completed Technical Response Form completed by a Proposer. The Proposer shall complete and return this form and the completed form will serve as the Technical 
Response for each Proposer. No separate Technical Response other than this Technical Response Form will be submitted by a Proposer or evaluated by the Joint Board. 
 

Req ID Functional Area Required Value Add 
 General     

SA-001 The Toll System Provider shall provide equipment and technology that has already been designed, developed, tested, and currently is deployed on another AET 
System with a similar scope and in a similar or larger revenue operation. X   

 

Note: The Proposer shall identify in this Technical Response Form the other AET systems on which Proposer’s proposed equipment and technology currently are 
deployed. 
 
Proposer Response: 
The TCS complies with requirement SA-001 in the following manner: [Proposer to complete]. 
 
[e.g., The Proposer’s proposed equipment and technology have already been designed, developed, tested and currently are deployed on the following AET 
systems of similar scope and in a similar or larger revenue operation: XXXX toll road project; YYYY toll road project.] 
 

  

SA-002 The Toll System Provider shall provide a System which provides a future upgrade path. X   

 

Note: The Proposer shall describe in this Technical Response Form the proposed System lifecycle status. Equipment swap outs are acceptable. 
 
Proposer Response: 
The TCS complies with requirement SA-002. Tom’s AET system is a modern system providing a current and scalable System that has planned lifecycle upgrades 
through the lifecycle of the System. 

Roadside System Version and Description Lifecycle 
Customer Website Version 3.4 – Dreamweaver, upgraded application 

server 
Hardware and Software Upgraded in 2011, next 
refresh planned in 2015. 

Roadside System – AVC OSI laser scanner DS-213 with firmware 4.5.1 Released in 2010, product support is expected 
through 2020.  

BackOffice – Customer Service Center Application – 
CUSTOMER FIRST 4.3.1 

CUSTOMERFIRST is a web service based 
application using Oracle 11i DBMS and Java 
applications. CUSTOMERFIRST is deployed on a 
Sun Solaris sparc 32 dual processor. 

CUSTOMERFIRST 4.3.1 was released in 2012. An 
upgrade to database management system is 
planned in 2014 to Oracle 12g and is included in 
this Proposal. New smart phone compliant mobile 
ready application is scheduled to be deployed in 
2014 and is included with this Proposal. 

THIS IS NOT A COMPLETE RESPONSE. THIS IS AN EXAMPLE RESPONSE. 
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TECHNICAL RESPONSE FORM LEGEND 
Field Name Description 
Req ID Unique requirement identifier for each Technical Requirement element. Each requirement has 

a two letter designation followed by a unique numerical value for the functional area so all 
requirement ID’s are unique. 

Functional Area Functional area of the TCS for the Technical Requirement element. This field contains the 
requirement description. 

Required  If marked with an “X”, the Joint Board requires that the Toll System Provider meet this 
requirement. The Technical Requirement describes mandatory work for the Toll System 
Provider and is included in the Project scope. A Proposer must respond to each “Required” 
item by indicating that it will meet the requirement and describing how it will do so. In addition, 
in connection with certain “Required” items, there are “Notes” which request additional 
information relative to the particular Technical Requirement element.  

Value Add If marked with an “X”, the Joint Board desires for this element to be met but it is not required. 
Proposers may respond and commit to undertake a “Value Add” item, but need not do so. If a 
Proposer does not wish to undertake and commit to a “Value Add” item, it should indicate 
“N/A” in the Proposer Response space. If a Proposer proposes to undertake and provide a 
Value Add item, it should indicate it will do so and describe how it will do so. In addition, in 
connection with certain “Value Add” items, there are “Notes” which request additional 
information relative to the particular element. 

Proposer Response Proposers shall use this space to submit their response to the “Required” item or “Value Add” 
item, as applicable. All information pertinent to the Proposer Response must be included 
within the “Proposer Response” box. No Attachments will be accepted outside of the Technical 
Requirements. Proposers shall describe, in the Proposer Response cell, the means by which 
the Proposer will meet the Requirement or Value Add item in sufficient detail to allow the 
Evaluation Committee to determine the quality of the Proposer’s solution.  
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System Architecture Requirements 

Req ID System Architecture (Section SA) 
Required Value 

Add 

SA-001 The Toll System Provider shall provide equipment and technology that has already been designed, developed, tested, and currently is deployed on another AET 
System with a similar scope and in a similar or larger revenue operation. X   

 

Note: The Proposer shall identify in this Technical Response Form the other AET systems on which Proposer’s proposed equipment and technology currently are 
deployed. 
 
Proposer Response: Xerox’s leading technology and equipment is currently deployed on many large-scale AET systems. Below, we provide details on projects 
similar in scope to the LSIORB project currently using our AET systems. 

Los Angeles County MTA Metro ExpressLanes 

Project Description: 
For this project, we installed and manage 63 toll lanes, at 21 tolling zones along with the back office system. This system allows single occupant vehicles to pay a toll 
to use the HOT lanes at a guaranteed minimum throughput speed. Rates for using the HOT lanes are determined in real time by highway vehicle usage volumes. To 
react to traffic density patterns, these rates are calculated and posted every five minutes on dynamic messages signs (DMS). We are the overall integrator of the toll 
collection and intelligent transportation system (ITS) elements, including the dynamic pricing algorithm. The algorithm enables the HOT lanes to maintain a 45 mph 
minimum speed limit. This unique configuration enables customers to travel through multiple toll segments and combines the transactions into one trip/one toll rate. 
We also operate and maintain the traffic management center, the back-office and customer service centers. 

Project Size 
• Lanes 63 
• Toll Zones 21 

Duration 
• 60 months (Proposed: 60 months) (including the maintenance period) 

North Carolina Turnpike Authority Roadside Toll Collection System for the Triangle Expressway 

Project Description 
As a part of the Triangle Expressway toll project in Wake and Durham counties, we are responsible for the design, build, and maintenance for the advanced, 
electronic roadside toll collection system (RTCS) in 72 fully-automated electronic tolling lanes at 18 tolling points. The tolling system covers 18.8 miles of roadway and 
includes all toll-related hardware and software located on the roadway; toll system and ITS networks, license plate capture and reading (LPR) software; the main 
computer server systems and database; and the complete system maintenance. The Triangle Expressway project is a new-location roadway from the NC 55 Bypass 
near Holly Springs to I-40 at NC 147. This toll road system is approximately 18.8 miles in length and is comprised of three segments: Western Wake Freeway, 
Triangle Parkway, and existing NC 540 (between NC 55 and NC 54). 

Project Size 
Lanes: 72 / Toll Zones: 18 
• Annual Video Transactions: 11.040M; AVI Transactions: 16.073M 

Duration 
• 108 months (including the maintenance period) 
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Req ID System Architecture (Section SA) 
Required Value 

Add 

Maryland E-ZPass® Inter-County Connector 

Project Description 
The InterCounty Connector (ICC) is part of the Maryland Transportation Authority (MDTA) Electronic Toll System Replacement and Operation contract. The ICC links 
areas within central and eastern Montgomery County, MD and northwestern Prince George’s County, MD. We are responsible for the design, development, testing, 
installation, and integration of a complete Open Road Tolling Computer System (ORTCS), and all associated gantry-mounted and roadside hardware and related 
software for the ORTCS. Xerox developed software for the MDTA workstations to monitor operations in the ORT tolling zones and system documentation, training 
and enhanced reporting. The ORT work also involves maintenance and operation of the ORT facilities including: 24x7 repair and maintenance of all supplied 
hardware and software, furnishing, installing, staffing, and operating the MDTA CSC for processing video transactions, maintaining video accounts and providing ORT 
facilities’ video customers with telephone, mail and Internet-based customer service. This system is also capable of using video accounts. 

Project Size 
• Lanes: 50 / Toll Zones: 10 
• Annual Video Transactions: 1.222M; AVI Transactions: 5.974M 

Duration 
• 84 months (Proposed: 84 months) (including the maintenance period) 

New Jersey E-ZPass® for the New Jersey Transportation Authority 

Project Description 
The New Jersey E-ZPass® project involved the implementation a complete toll collection system, including the roadside toll collection systems, a BOS, violations 
processing services, and the NJ customer service center support. The program has a total 700 lanes at 60 toll plazas, of which 28 are multi-lane free flow. This 
contract supports a consortium of clients (New Jersey Turnpike Authority, South Jersey Transportation Authority, and Burlington County Bridge Commission, 
Delaware Bay and Authority, Delaware River Port Authority). This consortium of multiple toll agencies covers major interstates located along the Interstate 95 corridor 
that include parts of Delaware and New Jersey. 

Project Size 
• Lanes: 700 (28 of which are ORT) 
• Toll Zones: 60 

Project Duration 
168 months (Proposed: 168 months) (including the maintenance period) 

SA-002 
The Toll System Provider shall provide a System which provides a future upgrade path. 

X   

 

Note: The Proposer shall describe in this Technical Response Form the current product lifecycle status and future upgrade path. Equipment swap-outs are 
acceptable. 
 
Proposer Response:  
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Req ID System Architecture (Section SA) 
Required Value 

Add 

  

   

   
  

   
   

 
 
 

    
   

 

   
 

   

   

     

  
  

 
  

 
 

 

SA-003 
The Toll System Provider shall provide a System which provides high level redundancy for the TCS such that the TCS will meet and continue to meet all Performance 
Requirements as outlined in Section PR of the Technical Requirements at all times. 
 

X   

 

Note: The Proposer shall describe in this Technical Response Form the redundancy of the TCS. 
 
Proposer Response: 
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Req ID System Architecture (Section SA) 
Required Value 

Add 
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Req ID System Architecture (Section SA) 
Required Value 

Add 
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

 
 

 

 
 

 
 

 

 
 

 
  

 
 

SA-004 
The Toll System Provider shall configure all servers, desktop and tablet computers to have Virus Protection and intrusion prevention Software that automatically 
obtains definition updates according to an approved, recommended, and configurable maintenance schedule provided in the Maintenance and Support Plan by the 
Toll System Provider.  

X   

 

Note: Virus protection Software is not applicable to Linux based platforms provided by the Toll System Provider. 
 
Proposer Response: We use McAfee ePolicy Orchestrator (ePO) for virus protection. ePO data files will be automatically updated on all systems, with a primary and 
secondary source for virus definitions. 

  

SA-005 The Toll System Provider shall: 1) integrate the ETC into the Roadside System; 2) certify during the Installation and Delivery Phase and the TCS Operations and 
Maintenance Term that the Toll Zones are tuned and maintained to the ETC Contractor’s specifications; 3) synchronize all ETC readers that are in the same Toll 
Zones; 4) analyze the site conditions, and install and configure all required sensors and Hardware in accordance with the Technical Requirements; 5) ensure full 
sensor coverage at all areas of the Toll Zone; 6) ensure front and rear ALPR cameras provide ninety nine and nine tenths percent (99.9%) image capture, including 
during individual camera failures and excessive glare conditions and other extreme weather conditions; and 7) integrate all components of the Roadside System to 
provide a fully functional and operational TCS. 

X   

 Proposer Response:  
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 

 
 
 

 
 
 

 

 
 

 
 

 
 

 

 
 

 

 
 

 
 

  
  
  

  
  

  
  

 
  

 

 
 

 
 

 

 

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 9 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID System Architecture (Section SA) 
Required Value 

Add 

 

 
 

 
 

 
 

 

 
 

 
 

 
 

 
 
 

SA-006 [Intentionally not used.]    

 Proposer Response: N/A   
SA-007 All data entered or generated in the TCS shall be retrievable through reports, applications and screens via tools by TCS authorized users at remote locations. X   

 

Proposer Response:  

 
  

  

SA-008 [Intentionally not used.]   

 Proposer Response: N/A   

SA-009 All Traffic, Financial and Event Transactions and images shall be retained on-line for two (2) years and shall be archived and stored for 10 years. Archived data shall 
be recovered and made available to the Joint Board within 48 hours of a request made by the Joint Board. 

X   

 
Proposer Response: We have sized the system to fulfill the data retention requirements of two years retention. We archive data for all existing customers, and 
routinely make archived data available within 48 hours on request of our customers, and will have no difficulty meeting this requirement.   

SA-010 All TCS system logs shall be retained on-line for one (1) year and then shall be archived and stored for 10 years. X   
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 
Proposer Response: We have sized the system to fulfill the data retention requirements of one year for system log data retention. We archive data for all existing 
customers, and will have no difficulty meeting this requirement.   

SA-011 All data except TCS system logs shall be retained on the server in accordance with requirements of Indiana and Kentucky state statutes and administrative codes as 
may be in effect during the Term of the Agreement. 

X   

 
Proposer Response: We will work with you during requirements and design to ensure that we accurately capture all requirements levied by statutes and 
administrative codes. If the requirements change during the course of the contract, we will work with you to define the changes, and will institute a change if required.   

SA-012 The Toll System Provider shall provide a quarterly written report that shows data backup and retention status for all elements of the System (e.g. Roadside System, 
BOS); and System access audit reports shall show the user access data and modification to the access made. X   

 
Proposer Response: As part of standard operational reporting, we will report on backup, archive, and retention of all parts of the system, including BOS, Roadside, 
and DVAS/CCTV.   

SA-013 

The Toll System Provider shall provide a backup and archiving schedule and Plan for the System and staff (if any) required for backing up the System. The backup 
Plan (included in the Maintenance and Support Plan) shall include data type and frequency of backup. Data related to the following shall be included in the backup 
Plan: application and associated configuration, Transaction and data information, database, operating systems, account management system, and Transaction 
system. 

X  

 
Proposer Response: We will provide an archive and backup schedule for the system, with clear plans for the various types of data. The plan will ensure no loss of 
data in case of malfunction.   

SA-014 It is desired that the Toll System Provider provide fully automated data archival and purging without the assistance of a staff member.   X 

 
Proposer Response: Our systems and storage engineers will work with you to determine and implement your automated data archival and purging requirements. 
We have extensive experience in providing core competencies surrounding enterprise operations and support services that include automated delivery processes. 
We’re committed to providing you with value-oriented service solutions that will align with your business goals. 

  

 System Scalability     

SA-015 The Toll System Provider shall provide a communications bandwidth sufficient to handle all System functions and ensure the data collected by the Roadside System 
is accessible from the CSC and TOC in near-real-time. Near-real-time means the user actions can remotely access the TCS are of duration less than 2 seconds. 

X   

 

Note: The Proposer’s Response shall include the expected response times to retrieve and view CCTV video, TCS images, and Transactions from a user in the CSC 
and TOC. 
 
Proposer Response:  
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Req ID System Architecture (Section SA) 
Required Value 

Add 

  
 

SA-016 The TCS database management system shall be scalable to process at least five million (5,000,000) Transactions per day plus all associated ancillary messages 
without major architecture changes to the database management system. 

X   

 
Proposer Response:  

  

SA-017 
The TCS storage shall be scalable to store at least five million (5,000,000) Transactions per day, which number is intended to include all Traffic Transactions, 
Financial Transactions and Event Transactions, without major architecture changes to the storage system for at least two (2) years of production. 
 

X   

 

Note: The Proposer shall size the system to work in accordance with the expected traffic based on information provided in the Traffic and Revenue Study provided to 
KYTC by Steer Davies Gleave. However, it is up to the Proposer to describe how the system will scale to meet this requirement. This could be done upon initial 
deployment or scalable as required through the term of the Contract to meet all Technical Requirements. 
 
Proposer Response:  

 

 
 

  

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 12 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID System Architecture (Section SA) 
Required Value 

Add 

 

 

 
 

SA-018 The TCS must retain Violation enforcement images and associated Transactions online in the BOS for two (2) years. X  

 

Note: Valid ETC Traffic Transactions may be removed after they have gone through the OCR process and validated that they are not on the Watch List. 
 
Proposer Response: We will comply with this requirement. We are familiar with selective removal from online storage of transactions chosen based on complex 
rules, as we do this for existing customers. 

  

SA-019 The TCS BOS shall be configured and sized to support at least fifty (50) concurrent users and shall also support a growth rate of 15% per annum without any 
degradation in performance. 

X   

 

Note: This requirement assumes that customers will only access the System from the Customer Website and customer access is not included in this Technical 
Requirement. 
 
Proposer Response:  

  

SA-020 The TCS shall provide load balancing in accordance with the RS, SA and BO sections of the Technical Requirements.  X   

 

Note: The Proposer shall describe in this Technical Response Form the manner in which load balancing of the TCS will be provided, and how Proposer will describe 
such load balancing in the System Documentation. 
 
Proposer Response:  

 

 

  

SA-021 
The TCS shall transmit and post to the BOS database available for reporting Financial, Traffic and Event Transactions in near-real-time between the Roadside 
System and the BOS. Near-real- time for this requirement is defined as Transactions sent from the Roadside System to the BOS not less frequently than within four 
(4) hours. 

X  

 

Note: The Proposer shall describe in this Technical Response Form how it will integrate the Roadside System and the BOS to receive and process all Transactions in 
near-real-time in the TCS. 
 
Proposer Response:    
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 
 

 
 

 
 

 

 
 
 

 
 

 
 

 

 
 

 

 
 

 
 

 

 
Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 14 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID System Architecture (Section SA) 
Required Value 

Add 

SA-022 The Toll System Provider shall integrate all Transponder lists and Toll Rate Schedules in the TCS such that the BOS has a record copy of the Transponder list and 
corresponding Toll Rate Schedules for the time of the Traffic Transactions. X  

 

Proposer Response:  
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 

 

 

SA-023 
The Toll System Provider shall provide full integration between the CSC and BOS, including but not limited to: association of all customer contacts with the customer 
account and association of detail regarding the customer contact with the customer account (for example, wrap codes, email, letters, lockbox operations, and ad-hoc 
authorized user entered information). 

X   

 
Proposer Response: The CSC and BOS are combined in VECTOR 4G. All demographic and account information, as well as all customer/account activity are 
completely visible to CSRs.   

SA-024 The TCS shall provide graphical user interface (GUI) based applications that shall accommodate any authorized device connected to the System and application 
based on access roles and security levels.  X   

 

Note: The Proposer shall provide in this Technical Response Form a list of all TCS applications that do not have a GUI. 
 
Proposer Response: All human access to VECTOR 4G, and to the Plaza/Host system, is based on web-based thin client technology.  There are no applications that 
are not accessed via GUI. 

  

SA-025 
For any systems accessible by a commercial internet browser, the Toll System Provider shall provide secure browser-based system access and navigation for 
internal users and role-based access for external users using the latest version and the previous version of a web browser approved by the Joint Board. Acceptable 
web browsers include, but are not limited to the following: Microsoft's Internet Explorer, Mozilla Firefox, Google Chrome, Apple Safari iOs.  

X   

 

Note: The Proposer shall describe the supported browser versions in its Technical Response Form. 
 
Proposer Response: Access to the VECTOR 4G GUI is via SSL connections. In addition, the workstations in the call center are tightly controlled as to access and 
user functionality. The system uses Internet Explorer for access by CSRs. 

  

SA-026 
The Toll System Provider shall provide secure browser-based access and navigation of the Customer Website for Project customers using the latest version and the 
previous version of a web browser approved by the Joint Board. Acceptable web browsers include, but are not limited to the following: Microsoft Internet Explorer, 
Mozilla Firefox, Google Chrome, Apple Safari iOs. 

X   

 Proposer Response: All access to customer-facing systems uses SSL communication. The system currently supports Internet Explorer, Firefox, Chrome and Safari.   
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Req ID System Architecture (Section SA) 
Required Value 

Add 

SA-027 
The TCS shall provide the following regarding web navigation: 1) self-service navigation that is optimized for speed regardless of the web browser used; 2) the 
capability to detect and report errors if the browser used to access the Customer Website is outdated or not supported; and 3) paginate content in various ways 
corresponding to differences in device characteristics.  

X   

 
Proposer Response: We follow good web design principles, including speed optimization, alternate text for graphics, variable pagination, and header validation 
(browser version, for example).  In case the browser is not of a supported version, an error will be shown to the user, and logged.   

SA-028 The Customer Website shall be 1) accessible to mobile devices irrespective of differences in presentation capabilities and access mechanism; and 2) accessible on a 
range of mobile devices, including but not limited to: smart phones and tablets. X   

 
Proposer Response: We currently provide mobile web access to multiple customers, usable with tablets or smart phones, as well as any mobile device providing a 
standard web browser.   

SA-029 The TCS Customer Website shall support the latest versions of mobile operating systems, including but not limited to: Apple's Safari iOs, Android operating system, 
Windows operating system, BlackBerry operating system. X  

 
Note: The Proposer shall describe the supported versions in its response. 
 
Proposer Response: For mobile access, we support all versions of iOS, Android, Windows, and Blackberry operating systems. 

  

SA-030 
Any original Financial Transaction, Traffic Transaction or Event Transactions entered in the System shall only be modified in the System or deleted as necessary to 
move Transactions to long term storage in accordance with the archive requirements. Any updates to the data associated with any message shall be traceable to the 
original records. 

X   

 
Proposer Response:  

   

SA-031 Any manual intervention required shall be only by authorized users and a full audit trail of such manual intervention shall be provided with appended records within 
the TCS. X   

 
Proposer Response:  

  

SA-032 All confidential data (e.g. passwords, authorized user names and access rights) and Personally Identifiable Information shall be encrypted. X   

 
Proposer Response:  

   

SA-033 The TCS shall provide access privileges for different levels of user authorization which shall be fully configurable by a System administrator. X   

 
Proposer Response:  

   

 System and user configurable parameters     

SA-034 It is desired that the TCS shall have access levels and user roles of the entire TCS controlled solely through a graphical user interface.   X 

 
 
Proposer Response:    
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Req ID System Architecture (Section SA) 
Required Value 

Add 

SA-035 
The TCS shall provide the functionality to create, manage, store and automatically transmit the then-current Toll Rate Schedules (including toll rate schedules for 
special events), per Toll Zone, by authorized users. The TCS shall create an audit trail that logs when the rates were configured, the user making the change in the 
System and the time at which the rates were effective. 

X   

 Proposer Response:    

SA-036 The TCS shall provide a default rate table for all Toll Zones when no Toll Rate Schedules can be found. The toll rate values in the default rate table shall be approved 
by the Joint Board. 

X   

 Proposer Response: The base toll rate schedule is the fallback schedule provided in case a current schedule is not provided.   

SA-037 
The TCS shall provide storage capacity thresholds which shall trigger alarm messages to be generated by and logged into MOMS. These thresholds shall be 
configurable between 0% and 100%. X   

 Proposer Response:    

SA-038 The TCS shall be configurable based upon a confidence rating for video image processing transactions.  X   

 Proposer Response:  
 

  

SA-039 
The Toll System Provider shall provide a TCS with a disaster recovery system including facilities, Hardware, and Software that will ensure that the TCS continuously 
meets all availability performance guarantees set forth in TR Section PR. The TCS shall allow for continued use of the CSC, Roadside System and BOS in degraded 
mode whenever necessary. 

X   

 
Proposer Response:  

  

SA-040 The TCS shall recover all Mission Critical Systems of the TCS within 4 hours of the time of failure. The TCS shall recover all Business Critical Systems of the TCS 
within 8 hours of the time of failure. X   

 

Note: The Proposer shall provide in this Technical Response Form the existing Disaster Recovery System Plan for the TCS which includes a list and description of all 
Mission Critical Systems and Business Critical Systems and operational steps to make each system operational. 
 
Proposer Response:  
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Required Value 

Add 
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Req ID System Architecture (Section SA) 
Required Value 

Add 

SA-041 The Toll System Provider shall provide a disaster recovery site that shall be located at least 100 miles from all of the TCS Sites used for the Project.  X   

 Proposer Response:    

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 29 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID System Architecture (Section SA) 
Required Value 

Add 

 

SA-042 The Toll System Provider Disaster Recovery System Plan shall ensure no data will be lost prior to, during and after a disaster. X   

 

Note: The Proposer shall describe in this Technical Response Form how its’ Disaster Recovery System Plan will prevent loss of any data in case of a disaster. 
 
Proposer Response:  
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Req ID System Architecture (Section SA) 
Required Value 

Add 

  

 

SA-043 
The Toll System Provider shall ensure that the application and use of the ETC Components complies with all applicable FCC regulations. The Toll System Provider 
shall secure a FCC site license for each Toll Zone on behalf of the Joint Board. The FCC site license shall be transferred to the Joint Board no later than 60 days after 
Revenue Service for each Bridge. 

X   

 
Proposer Response: We comply with this requirement by ensuring that the application and use of the ETC equipment complies with all applicable FCC regulations. 
We will obtain the FCC site licenses for each toll zone. The license will be transferred to the Joint Board after system acceptance (within 60 days after Revenue 
service for each bridge). 

  

SA-044 
The Toll System Provider shall install, configure, tune, test, and integrate the ETC Components into the Roadside System and ensure that they are operational and 
meet all functional and Performance Requirements. X   

 

Note: The ETC Component includes all components in Exhibit L required by the Toll System Provider to operate the TCS at the Performance Requirements. The Joint 
Board has secured a Contract with the ETC Contractor to provide technical support as necessary during the Term of the Contract. 
 
Proposer Response: We will comply with this requirement through a robust testing and analysis program, which incorporates configuration validation, installation 
check-out and testing, functional testing, and operational performance analysis. 

  

SA-045 

The Toll System Provider shall provide ICDs including an interface test plan in the Master Testing and Commissioning Plan ( see TR Section TP for plan 
requirements) for all single and two-way external interfaces including, but not limited to:  

a. Interoperable agencies  
b. Transponder statuses 
c. Mobile devices  
d. Cash bank(s) 
e. Credit card payments  
f. Court(s) 
g. Collection agency(s)  
h. Walk-up Centers 

i. Traffic management center(s)  
j. Transponder management 
k. Retail outlets and kiosks  
l. Legal entities (for persons of interest) 
m. Mail address skip-tracing service  
n. Indiana and Kentucky DMV 
o. Third party suppliers (e.g. out-of-state registered owner look-up) 

 

X   

 

Note: The Proposer shall provide a list of all ICD’s in this Technical Response Form. All actual ICD’s shall be included in the Master Testing and Commissioning Plan. 
 
Proposer Response: 
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 
 

 
 

 
 

 
 

 

 
 

 

 

SA-046 
The ICD shall provide for a message level interface. It shall include protocols used in the interface, a brief concept of operations that describes how the messages are 
used, the related Business Rules and all networking and interface requirements including network diagrams. The ICDs shall include interface test procedures that 
describe all aspects of the interface testing and validation of each test requirement. 

X  

 

Note: The Proposer’s response shall include a sample ICD for the Project. 
 
Proposer Response:    
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 

SA-047 
The TCS shall generate files to transmit, receive and process information with multiple registered vehicle owner look-up service providers and DMVs via electronic 
interface portals provided by the Toll System Provider. It is desired that if the registered driver information is available in addition to the registered owner information, 
this information be provided by the Toll System Provider.  

X   
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Req ID System Architecture (Section SA) 
Required Value 

Add 

 

Note: The Proposer’s response shall indicate the states with which the Proposer has an existing relationship and the costs associated with a look-up by state. Note: 
Registered driver information may be used in the case of lease or fleet vehicles. 
 
Proposer Response:  

 

 

  
  
  
  
  
  

 
  
  
  
 
  
 
  

 

  

SA-048 The TCS shall generate reports that detail all interoperable Transactions sent and received from or to the interoperable agencies. X   

 
Proposer Response: VECTOR 4G provides reports detailing interoperable activity. In addition, transaction and financial reports include drill-down and filter 
capabilities to allow seeing interoperable transactions in a larger context.   

SA-049 

The Toll System Provider shall provide a fully functional TCS network from the Toll Zones to the BOS. The proposed architecture shall use an existing 
communications service provider to provide “last mile” infrastructure (e.g. conduits and cable) and network connectivity from the toll equipment pad to an existing fiber 
optic commercial network owned by a commercial carrier. The Toll System Provider shall contract with a local communications service provider to provide data 
communications, including all necessary fiber cables and network equipment, from the Toll Zones to the local data center to be approved by the Joint Board. The Toll 
System Provider shall provide connectivity from the Toll Zones to an existing commercial service and back to a local data center that supports multiple internet service 
providers. The Toll System Provider shall connect its BOS with other supported external services (e.g. Walk-up Center, lockbox, and retail distribution centers) using 
commercial internet service providers. The high level architecture is described in Attachment C-1 of the Technical Requirements. The Toll System Provider shall 
comply with the architecture specified in Attachment C-1 or an alternative architecture approved by the Joint Board in its sole discretion.  

X   

 

Note 1: If the architecture specified in SA-0049 and Attachment C-1 does not work with the Proposer’s system, the Proposer shall propose in this Technical Response 
Form an alternative approach and architecture. 
 
Note 2: The Proposer shall identify the Internet Service Provider that TSP expects to use to connect the proposed remotely located BOS to the Roadside System and 
local network hub, and the bandwidth requirement for 100,000 ADT Traffic Transactions including all images, video and data necessary to operate the TCS in this 
Technical Response Form. In Attachment C-1 this is identified as Segment 2 on the diagram. 
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Required Value 
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Note 3: The Proposer shall identify the bandwidth requirements for Segment 1, which is defined as the communications link between the Toll Zones and 
communication service provider data center, and Segment 2, which is defined as the communications link between communications service provider data center and 
the Proposer’s BOS in this Technical Response Form. 
 
Proposer Response:  

 

 
 

 

 
 
 

 

 
 

 

 
 

 

 

SA-050 

The Toll System Provider shall manage and be responsible for all elements of the network communications in the TCS. The actual, direct costs charged by the data 
communications service provider to TSP shall be billed to the Joint Board as a “Pass-Through Cost Item” without any mark-up. The Toll System Provider shall 
manage the identification and repair of any communications outages. The Toll System Provider shall require a monthly report from the network communications 
service provider that will be distributed to the Joint Board in the Monthly Operations and Maintenance Report. The content of the reports and all service level 
requirements will be negotiated after contract award. The Toll System Provider shall contract directly with the communications service provider for a 3 to 5 year 
contract on terms and conditions approved by the Joint Board, in its sole discretion. 

X   

 

Proposer Response:  
 

 
 

 

 

  

  

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 39 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID System Architecture (Section SA) 
Required Value 

Add 

  
  
  
  
  

 
 

  

 

  

 
 

 

 

 
 

 
 

SA-051 

The Toll System Provider shall provide, update and maintain a Data Mart for the TCS that shall be available to and accessible by the States’ Parties at all times from 
and after six months prior to the first Tolling Readiness Deadline. The Data Mart shall include ETC and license plate transaction data and ETC and license plate 
account data from the Roadside System, BOS and CSC in its native format and not aggregated to summary level data. The MOMS work orders and system tickets 
shall also be made available in the Data Mart. The purpose of this Data Mart is for the States’ Parties to develop States’ Parties’ reports outside of the TCS. 

X   

 

Proposer Response: We routinely provide a Data Mart with each installation, using ETL tools to extract data from the transactional data store. This allows the 
operations group, customer personnel, and approved third parties to access and report on data without impacting the production system.   

SA-052 
The Data Mart shall provide for the use of an Extract Transfer Load (ETL) with a full written data dictionary of the TCS data or a separate copy of the data to be 
replicated by the States’ Parties for their own reporting. 

X   

 

Note: States’ Parties may retrieve this data using one methodology or two separate methodologies as described below. Alternative 1 is to provide a copy of the 
database management system for the States Parties to use the data within the Data Mart. Alternate 2 is the use of an Extract Transfer Load (ETL) tool. The Toll 
System Provider shall accommodate both methodologies of retrieving this data from a specified operational database within the TCS. 
 
Proposer Response:  
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SA-053 
For the ETL method, the Toll System Provider shall provide all data available in the TCS to the ETL to be accessed by the States’ Parties no less frequently than 
every 24 hours. The Proposer shall provide this capability no later than six (6) months prior to the first Tolling Readiness Deadline. X   

 

Note: The Proposer shall identify in this Technical Response Form the maximum frequency that the data may be retrieved from the System. 
 
Proposer Response: 

 
 

  

 
  

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 41 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

 

Page Intentionally Left Blank 

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 42 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Roadside Requirements 

Req ID Roadside Requirements (Section RS) Required Value Add 

RS-001 

The Toll System Provider shall provide a Roadside Toll Collection System that accurately detects, classifies, rates and reports vehicles. The major function of the 
Roadside System is to accurately detect, classify and identify every vehicle passing through Toll Zones including the bi-directional lanes. The TCS shall provide the 
following functions: 
1. Detect, classify and rate vehicle Traffic Transactions in accordance with accuracy requirements and Performance Requirements; 
2. Provide backup and archiving functions; 
3. Operate in degraded modes with redundancy; 
4. Be audited from BOS to individual lane Traffic Transaction records; and 
5. Be a single source of toll collection data. 
The TCS shall generate a Traffic Transaction for every vehicle passing through any Equipment Lane of the Toll Zone. The Toll Zone shall accurately read 
Transponders, capture license plate images and classify vehicles anywhere in the Toll Zone between the left edge of the left shoulder and the right edge of the right 
shoulder, unless otherwise directed by the Joint Board. 

X   

 

Proposer Response:  
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 

  

  

RS-002 
The TCS shall implement axle based toll rates for specific Toll Zones and specific lanes. Rates set by the Joint Board may vary by time of the day and classification. 
The TCS shall classify vehicles into at least ten unique classifications without the Joint Board incurring additional charges from the Toll System Provider. The Toll 
System Provider shall provide an axle vehicle classification system that is based upon FHWA vehicle classifications. The vehicle classification shall be mapped by 
axle classes to the classifications below as specified during the Business Rules. The TCS shall provide, at a minimum, the following rating categories: 

x   
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Req ID Roadside Requirements (Section RS) Required Value Add 
1. By vehicle class, from lowest to highest: 

a. Class 1 (car), 
b. Class 2 (small truck) 
c. Class 3 (large truck) 

2. By type of Transaction: 
a. Transponder with discount based upon a specified number of trips for a specified period of time (Class1 only), 
b. Transponder, 
c. Registered Video 
d. Unregistered Video 

3. By other variables such as time of day. 
 
The TCS architecture shall support congestion pricing functionality from an external congestion pricing system in the future if required by the Joint Board. 

 

Proposer Response: 
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Req ID Roadside Requirements (Section RS) Required Value Add 

RS-003 The Toll System Provider shall ensure that no Traffic Transactions are lost and shall provide reports and the capability to check Traffic Transaction sequence 
numbers for purposes of audit and review. Transaction sequence number gaps shall be flagged by the BOS and reported by an alarm in MOMS. X   

 

Proposer Response: Data integrity is essential when dealing with toll transactions. Toll transactions are generated on the lane and recorded into a database on the 
Plaza IBM WebSphere® Server. The uniqueness of these records will be maintained by adding the internal lane-id to the unique transaction number. Lane 
transactions place messages into the queue using an IBM highly reliable XMS queue using JMS messaging interface. The Plaza Server sends the toll and violation 
transactions to the AET Host for further processing. As the transactions flow through the system, data integrity checks are performed to ensure accurate reporting. 

The lane subsystem generates transactions and pushes them to the Plaza Server in near-real time. At the end of each hour, the lane sends an hourly summary of 
transaction counts to the Plaza Server, which stores it in the Plaza Server Oracle Enterprise database. The Transaction Logger processes records of the detailed 
transactions on the Plaza Server database. An hourly summary is computed based on Plaza Server records, and stored in the database. The system periodically 
compares the transaction counts against the computed lane and Plaza Server summary information. 

If the check fails, a high priority MOMS alarms will be raised by Plaza Server. This check will be reflected in a report: ORT0007 – Lane/Plaza Server Integrity. Details 
about this report can be found under the report section. If a discrepancy is detected in the summary data, the system will search for missing transactions by looking 
for gaps in the transaction sequence numbers. A notification is sent via e-mail to a distribution list of production maintenance technicians and audit department if any 
discrepancy is found. In the event transaction replay is required, the lane technicians will follow maintenance procedures and synchronize the transactions. 

The finance department will run the Integrity report (ORT0007). The report shows two columns: lane summarized total and Plaza Server summarized total of vehicle 
transaction counts. The report will be run by calendar day only to match the vehicle transaction count generated by the lane. When all the summarized (lane and 
plaza (Plaza Server)) counts are matched the data integrity check is complete. 

  

RS-004 The Toll System Provider shall have a Second Source Hardware Plan for all Roadside System equipment, including functionally equivalent second sources for any 
equipment for which a direct second source is not available.  X   

 

Note: The Proposer shall describe its Second Source Hardware Plan and list all second source Major Spare Parts in the Technical Response Form. The Proposer 
shall note any Roadside System Equipment that does not have a second source. 
 

Table RS-004-1. TPS Second Source Hardware Plan 

Product Manufacturer Manufacturer Part # 2nd Source Manufacturer Manufacturer Part # Comments 
XLRP Server 

XLRP Server HP HP DL385P GEN8 8-LFF CTO SERVER IBM x3650 M4  

AVC Subsystem 
19" Rackmount Loop Detector 
Chassis Northstar NRI-19 Peak  ADR-6000   

10" Rackmount Loop Detector 
Chassis Northstar NRI-10 Peak  ADR-6001    

Vehicle Scanner / Profiler SICK LMS511 OSI  AS-615  
SW and Mounting 

Config needed 

Image Capture System 

ICS Camera JAI VIS CAM 1000 AIO 3M   P382 or P362  
SW and Mounting 

Config needed 
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Req ID Roadside Requirements (Section RS) Required Value Add 
Network Switches 

Ethernet Switch Moxa IKS-6324-F-HV-T Comtrol   32070-8   

Router Cisco CISCO2921/K9,  Moxa  EDR-G903  Setup Configuration  

Router Cisco CISCO4451 ISR Cisco  CISCO3945-V/K9 Setup Configuration 

Router Cisco asa-5505 Cisco asa-55107000-900 Setup Configuration 

Microwave Transmitter FireTide 7020 FireTide 7000-900 Setup Configuration 

Lane Controller Components 
Zone Controller HP HP DL385P GEN8 8-LFF CTO SERVER IBM   x3650 M4   

CCTV and DVAS 
Plaza Tier Rack Mount Server 
(Dell R710) Dell R710 HP 

 HP DL385P GEN8 8-LFF 
CTO SERVER   

Enterprise Tier Rack Mount 
Server (Dell R300) Dell R300 HP 

 HP DL385P GEN8 8-LFF 
CTO SERVER   

PTZ Dome Network Camera – 
Outdoor-Ready 12x zoom 
(DVAS) 

AXIS 0411-001 
Geovission  GV-VD1500  

 

PTZ Dome Network Camera – 
Outdoor-Ready 12x zoom (CCTV 
Roadside) 

Samsung SNP-3302H 
Geovission  GV-VD1541  

 

UPS Power Distribution System 
UPS 8 kW – 10000 VA – 208V to 
120V w/Step-Down x-former (Toll 
Zone) 

APC SURT10000XLT1TF10K TrippLite SU10KRT3U   

UPS 1500KW (CMS and CCTV) APC SMT2200US TrippLite SU1500XL  
 

RS-005 
It is desired that a second source be provided for all Hardware. If a second source is not available for Major Spare Parts, a functional equivalent shall be included in 
the list provided in accordance with RS-004, which shall include a functionally equivalent second source if a direct second source is not available. The list shall 
include the components’ primary functions in the Roadside, make, model number and any other pertinent information.  

  X 

 

Proposer Response:  
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Req ID Roadside Requirements (Section RS) Required Value Add 
 

 

RS-006 The Toll System Provider shall provide a separate Toll Collection System that can discretely identify Traffic Transactions for each Equipment Lane for each direction 
of traffic at the Toll Zones. X   

 

Proposer Response:  
 

   

RS-007 The Roadside System shall run independently of the BOS and continue to build Traffic Transactions if communications are disrupted.  X  

 
Proposer Response: Our system meets requirement RS-007. The individual Toll Zones will have the capability to function autonomously and retain local Toll Zone 
Transaction data and images for a period of at a minimum of 30 days if communications fails with the AHS or a catastrophic loss of the host. Once the host is 
restored all transactions and messages are forwarded to the host. 

  

RS-008 The Roadside System shall immediately build the Traffic Transaction with the information available, and shall operate in a degraded mode if some components are 
not functioning so that Performance Requirements are met. X  

 

Note: The Proposer shall indicate in its response the number of ETC readers, if any, over the number specified in Exhibit L that will be necessary for Proposer to 
meet this requirement. 
 
Proposer Response:  
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Req ID Roadside Requirements (Section RS) Required Value Add 
RS-009 The Toll System Provider shall provide a complete Roadside System, with ETC, AVC and Image Processing System, on all Equipment Lanes in the Toll Zone.  X   

 

Note: The Equipment Lane quantities in Form G – Price Proposal of the ITP reflect this requirement. 
 
Proposer Response: As part of the Vector ORT Express solution, each toll zone will be individually equipped to detect with in-road smart loops system and over the 
road vehicle laser profiler AVC systems. Each lane will be equipped with the ETC equipment supplied by LSIORB tuned specifically for that lane to identify vehicles 
with RFID tags. Each lane will be equipped with front and rear vehicle image capture cameras and lighting systems. Transactions will be generated at each of the toll 
zones by the redundant zone controllers and sent to the Host for processing. 

  

RS-010 The Toll System Provider shall provide the network connections between Toll Zones and the BOS. The Toll System Provider shall comply with the System 
architecture requirements for data communications architecture and all other Technical Requirements when configuring and implementing the network system. X   

 

Proposer Response:  
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RS-011 
The Toll System Provider shall size the communication link to handle all functions of the Roadside System and make the information available at the BOS, CSC and 
TOC in near-real-time. Near-real-time is defined as access to the Roadside System applications and data displayed from the BOS, CSC, and the TOC and from a 
VPN within two seconds. 

X  

 

Note: The Proposer shall provide in this Technical Response Form a network WAN diagram and LAN diagram for network communications between the Toll Zones, 
toll equipment cabinets and BOS. 
 
Proposer Response:  
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Req ID Roadside Requirements (Section RS) Required Value Add 
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Req ID Roadside Requirements (Section RS) Required Value Add 
 

 
 

 
 
 

 
 

 
 

 
 

 

 
 

 
 

 

 
 

 

 
 
 

 

RS-012 

The Joint Board will provide the Toll System Provider with a toll equipment site as shown in Attachment C-2. A 120/208 VAC commercial power service meter, 
provided by others, will be terminated at the equipment pad provided by others. Data communication conduits and a pull string will be provided by others from the toll 
equipment to the Toll Zone gantry. The final locations of the pads are being reviewed and are not yet final, but it is expected that the toll equipment pads will be 
within 330 linear feet of the Toll Zone gantry. The Toll System Provider shall provide all cabling and terminations for all data and power between the toll equipment 
pad and the Toll Zone gantry. A network connection from the toll equipment pad to a commercial service provider shall be provided by the Toll System Provider. 

X  

 Note: Toll System Provider’s architecture may include Toll Gantry mounted equipment. 
 
Proposer Response: We or our subcontractor will provide all cabling and terminations for all data and power between the toll equipment pad and the Toll Zone 
gantry. Power to a meter for each zone will be provide by others and our licensed electrical subcontractors will connect that 120/208VAC to the toll collection 
generators and UPS load centers at each of the toll zones sites. We will provide the network connection from the toll equipment pad to a commercial service 
provider. 

  

RS-013 The Toll System Provider shall provide a Roadside System with a minimum operational lifecycle of 10 years.  X   
 Note: The Toll System Provider shall specify the proposed Roadside System’s operational lifecycle in this Technical Response Form.   
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Req ID Roadside Requirements (Section RS) Required Value Add 
 
Proposer Response: Our toll systems are designed for a minimum of 10 year life cycle. Items such as computers are refreshed during the maintenance period to 
guarantee that computer equipment is available, thereby eliminating computer obsolescence issues. 

RS-014 The TSP is responsible for all installation/setup of the network at the Toll Gantries and at the BOS/CSC, and associated costs shall be 
included in the Contract Price. X  

 
Proposer Response: All network equipment and installations services for the CMS, Toll Zones and Plaza Host systems will be supplied by us and our 
subcontractors. Xerox will install the system test and commission the network prior to toll operations.   

RS-015 All components of all equipment shall be modular in nature for maintenance, testing, and replacement purposes. All components shall be designed such that they are 
easily accessible with hand tools by maintenance technicians as needed. X   

 
Proposer Response: Our designs are modular. We use DIN rail and rack mount equipment for ease of preventative and corrective maintenance, equipment 
operation verification testing, and easy replacement. The Vector ORT Express components are COTS parts and are designed for easy replacement with hand tools 
by our maintenance technicians. 

  

RS-016 It is desired that equipment enclosures, mounting Hardware, washers, brackets, screws, bolts and nuts exposed to the outdoor environment shall be constructed of 
American Iron and Steel Institute Type 316L grade stainless steel where possible.   X 

 Proposer Response: Our toll zone equipment cabinets will be grade 316L stainless steel. Where possible, mount hardware will also be grade 316L stainless steel.   

RS-017 

The Roadside System shall provide lightning and other surge protection such that the equipment can continue to perform without impact on normal functions during 
an electrical surge on the System. The TSP is responsible for surge protection as to the equipment it is providing, but may use the grounding apparatus provided 
by the DB Contractor and the Developer. The Toll System Provider shall provide its surge suppression and lightning protection design and plan no later than 180 
days after NTP. The Toll System Provider shall implement the approved plan during the installation of the Toll Collection System. 

X   

 
Proposer Response: Our system will provide lightning and other surge protection for our toll collection equipment, CCTV, Access Control and CMS systems. We 
will make use the grounding apparatus provided by the DB Contractor and the Developer. We will provide surge suppression and lightning protection design no later 
than 180 days after NTP and will implement that plan during the installation of the toll collection system. 

  

RS-018 The Roadside System shall classify vehicles under all weather conditions without any degradation. X   

 
Proposer Response: We will comply with requirement RS-018. Our AVC subsystem solution is robust and reliable in all weather conditions and extreme 
environments (such as extreme heat and cold, snow, rain, fog and ice). This is due to the strength of the generated electromagnetic fields, which are unaffected by 
frozen water, fog or other inclement weather conditions. 

  

RS-019 
The Toll System Provider shall provide remote access to authorized users with credentials and administrative controls of the Roadside System through the BOS. The 
Toll System Provider shall report each time the TCS is accessed remotely for any purpose, and identify from where and by whom the remote access was generated 
and make this report accessible to the Joint Board at all times. 

X   

 

Proposer Response:  
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Req ID Roadside Requirements (Section RS) Required Value Add 

 
 

RS-020 Toll System Provider shall take reasonable measures to ensure that all equipment in the Toll Zone is secure against damage, theft and vandalism, but is accessible 
by authorized personnel without special tools or equipment other than electronic or physical security keys or as may be necessary to assist in reaching heights. X   

 

Proposer Response: To guard against vandalism and damage to the toll system, our solution provides high security access system to the Toll Zone cabinets via the 
Johnson Controls Inc. (JCI) secured access control system. All cabinets will be equipment with electronic ID proximity readers for work identification prox. card keys, 
the readers are connected to a Host server with authentication IDs. Once the ID has been verified the JCI system will energize the electronic latching mechanism to 
open the cabinet door. The JCI secured access control system will have a PTZ CCTV at each site that will provide video surveillance for each cabinet access. 

  

RS-021 The Toll System Provider provided equipment shall comply with the latest adopted version of the IEEE-SA National Electrical Safety Code (NESC) as defined in their 
applicable codes and standards.  X   

 
Proposer Response: The equipment we provide and install will comply with the latest adopted version of the Institute of Electrical and Electronics Engineers – 
Standard Association (IEEE-SA) National Electrical Safety Code® (NESC) as defined in the applicable codes and standards of the RFP.    

RS-022 
A Traffic Transaction shall include, but not be limited to the following: date and time stamp, Toll Zone gantry location and lane number, unique transaction sequence 
number, vehicle classification, state or province, special plate identifier or vertical letter stack, license plate number, identifier if license plate alpha-numeric string is 
on a current Watch List, all toll rates for the applicable vehicle class, and the status of lane and Roadside System (open, closed, maintenance, for example).  

X   

 

Proposer Response: The TCS fully complies with requirement RS-022 in the following manner: 

Our XML toll transactions will include the date and time stamp, Toll Zone gantry location and lane number, unique transaction sequence number, vehicle 
classification and the status of lane and Roadside System (open, closed, and maintenance, for example). After the LPR is processed, the toll transaction will be 
updated via an image status message with the state or province, a flag indicating if there was a special plate identifier or vertical letter stack, the license plate 
number, and a flag indicating if the license plate alpha-numeric string is on a current Watch List. The toll rates for the applicable vehicle class will be populated at the 
Host. 

  

RS-023 
It is desired that the Toll System Provider provide in-lane OCR capabilities. If in-lane OCR capabilities are provided, the OCR confidence values for the license plate 
numbers including any stacked characters and state shall be provided with the message. In-lane OCR capabilities shall meet the same Performance Requirements 
as OCR Performance Requirements as specified in the Performance Requirements. 

  X 
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Proposer Response: 
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RS-024 It is desired that the Toll System Provider provide Traffic Transaction, Financial Transactions and Event Transactions that are readable using commercially available 
and supported tools and that they shall be imported into a XML viewer or other commercial analytical tool such as Microsoft Excel.   X 

 Proposer Response: The toll transactions sent from the zone controller to the Host are XML files which can be viewed via any XML viewer or ported into Excel.   

RS-025 The Toll System Provider shall provide a thin-client application for Traffic Transactions, Financial Transactions and Event Transactions queries and traffic activity 
monitoring by individuals with proper identification and password authorization.  X   

 
Proposer Response: VECTOR 4G provides a thin client application accessible to authorized users which displays traffic trends, the ability to view transactions in 
near real time, the ability to query for status, alarm and other event messages, the alarm history. Additionally, the VECTOR solution enables authorized users to view 
DVAS video and violation images via the transaction report window, which can be queried and filtered for specific classes, transponders, dates/times, etc.  

  

RS-026 
The Toll System Provider shall provide a vehicle classification system for the TCS such that there is no single point of failure and at least two vehicle classification 
methodologies (e.g. smart loop system and overhead laser scanner) in the TCS that shall continue to detect, separate, and classify vehicles and capture an image of 
each vehicle without degradation for vehicles traveling at speeds from and including 0 MPH to 100 MPH, in stop and go conditions, and in all weather conditions. 

X  

 

Proposer Response:  
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Req ID Roadside Requirements (Section RS) Required Value Add 
 

 

 

RS-027 The Toll Collection System shall receive and process BOS configuration information including Toll Rate Schedules, Transponder files, video license plate files, and 
other configurations as required.  X   

 
Proposer Response: The TCS will receive and process transponder files and video license plate files. The toll rate calculations are executed when the transactions 
reach the Host server.   

RS-028 
The Roadside System shall provide one of the following options: 
1. Send the transactions to the BOS immediately without batching, in near-real-time, for example, or 
2. Send transactions to the BOS every 4 hours (or more frequently) which would allow batching. 

X   

 

Note: The Proposer shall indicate in this Technical Response Form which option will be provided in the TCS. 
 
Proposer Response:  

 
  

RS-029 
The Roadside System shall meet the service level requirements for audit, reporting, and all other business functions. No Transactions shall be lost during periods 
when communications with the BOS are not available. Transactions shall be available to be manually (via laptop or tablet) downloaded from the Roadside System 
and BOS in case of long term loss of communications between the BOS and Roadside System. 

X   

 
Proposer Response: We propose a Roadside system that meets service level requirements for audit, reporting, and all other business functions. Proposed TCS 
supports functionality to export transactions at Roadside Zone controller and importing at Back office Plaza Server using laptop.    

RS-030 The Toll System Provider shall take reasonable measures to protect the Roadside System from vermin and keep it rodent proof at all times. X   

 
Proposer Response: We will take reasonable and proactive measures to keep the TCS clean and free from vermin and rodents we will continue to do so through 
the maintenance period.    

RS-031 

It is desired that the Roadside System accurately account for full revenue or indicated revenue when there is a toll suspension or special event that requires the toll 
rates to be set at less than the full toll amount to allow the Joint Board to track revenues expected during these events for the purpose of collections in the future 
within each transaction. The desired revenue fields in the Roadside transaction message include but are not limited to full revenue (i.e. non discounted toll) and 
indicated revenue (i.e. premium or discounted toll subtracted from the full amount). It is desired that indicated revenue be configurable from 0% to 100% discounted 
from full revenue. For example, for a toll suspension, the full revenue and indicated revenue would be the same toll amount and the actual rate would be $0.00. This 
approach is desired as it provides clear traceability of revenues lost due to the toll suspension at the Transaction level. 

  X 

 

Proposer Response: Our proposed TCS Time-of-day subsystem also defines holiday and special event toll pricing schedules. These parameters and attributes can 
be adjusted by an authorized person via a role-based graphical user interface (GUI). System facilities to generate a report to identify the revenue gaps due to these 
holiday toll pricing or discount toll pricing or tolls suspension due to emergencies against regular toll pricing for selected time period.  
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Req ID Roadside Requirements (Section RS) Required Value Add 
RS-032 The Toll System Provider shall provide time synchronization for the TCS. All elements shall use this time for all associated time stamps. X   

 
Proposer Response: NTP is supported via the RTCS. The systems are configured to point to a designated time server, including a hierarchal architecture designed 
to support redundant upstream servers.    

RS-033 
The current E-ZPass Transponder list is approximately 44,000,000 entries for approximately 26,000,000 Transponders. The list is expected to be 95,000,000 entries 
in the next 5 years. The TCS shall process the current size Transponder list and current anticipated growth and shall process E-ZPass transactions in accordance 
with the E-ZPass policies and procedures. 

X   

 
Proposer Response:  

    

RS-034 The Toll Collection System shall process E-ZPass Group files or lists received from the BOS including the Transponder list (ITAG file), customer license plate list 
(ICLP file), invalid Transponder customer list (IITC file), and authorized non-revenue vehicles.  X   

 
Proposer Response: The Roadside TCS will process tag and license plate status data received from the BOS. The license plate status lookup will compare the 
plate characters from the BOS against the OCR results to determine if the watch list flag should be set.    

RS-035 The Roadside System shall be remotely accessible and user configurable to view operational status and data for reconciliation purposes. X   

 
Proposer Response: VECTOR 4G can be configured by authorized users as detailed in the product specifications. The VECTOR TRCS application provides the 
ability to configure the lane state and mode remotely and to validate its operation status.    

RS-036 
The Roadside System shall be installed and configured for multi-lane free flow tolling operations. The Roadside System requirements apply, and the Roadside 
System shall accurately process all Traffic Transactions in accordance with the Performance Requirements, regardless of the vehicle position while traveling within 
the Toll Zone. 

X   

 

Proposer Response:  
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RS-037 The Roadside System shall accurately capture and process 2,300 vehicles per hour per equipment lane at each Toll Zone for all vehicle types. X   

 
Proposer Response:  

    

RS-038 The Roadside System shall accurately toll vehicles traveling at any speed up to 100 miles per hour. X   

 

Proposer Response: Our Vector ORT Express system meets this requirement. Our AVC system incorporates an integrated smart loop-based technology with 
overhead laser scanners. It determines vehicle axle count and position in the lane, vehicle separation, tag correlation, and ICS camera triggering. It classifies closely 
spaced vehicles, vehicles towing trailers, and vehicles traveling up to 100 mph. It is ideally suited for AET environments and provides the added benefit of integrating 
overhead profiles with the inductive profiles and axle-based fare payment structures.  

  

RS-039 The Roadside System shall operate so as to meet all Performance Requirements in an ambient (external to cabinet) temperature range of -20˚F to 120˚F in full sun 
or shade with a relative humidity ambient from 5 to 100 % (external to cabinet).  X   

 
Proposer Response: All cabinet enclosed equipment will have temperature and humidity sensors installed and the toll gantry equipment is designed to operate 
within the specified temperature and humidity conditions. These sensors will ensure that the operating temperature ranges and relative humidity will meet or exceed 
the performance requirements listed in the RFP.  

  

RS-040 
The Toll System Provider shall provide, install and configure a generator that allows the Roadside System to operate without refueling for 72 consecutive hours. The 
Toll System Provider shall provide a single generator per each Toll Gantry. The Toll System Provider shall provide all labor, materials and equipment and perform all 
civil work required to prepare a concrete pad for the generator.  X   

 

Note: A diagrammatic view of the toll equipment site including the location of the generator is provided in Attachment C-2. 
 
Proposer Response: We will provide the complete installation of an emergency generator and switch to it to provide power during power outages. It will be located 
on a concrete pad adjacent to the LEC. The generator will run on propane and activate automatically if utility power is lost. We will size the propane tank based on 
the actual maximum load for no less than 3 days of operation and will have a dry sensing device (hard wired, 4-20mA.0-5 VCD or 0-10VDC) that will communicate 
with the monitoring system. We anticipate the standby generator will be 50 kW for all toll zones.  

  

RS-041 

The Toll System Provider shall provide a Changeable Message Panel LED 35 x 7 array Daktronics 1020 DDMS or approved equivalent. The Toll System Provider 
shall provide a local serial connection and wireless option. The Toll System Provider shall provide, procure, install, test and configure the changeable message 
panels. The Toll System Provider shall connect the TCS with the sign to update rates via a wireless communication. The changeable message panels shall provide 
rate information between $0 – $99.99 dollars and shall also be able to display other text information such as No Tolls. 
 X   

  

Note: The toll rate sign structures and foundations will be provided by others. A diagrammatic view of the toll rate signs is provided in Attachment C-4. 
 
Proposer Response: The TCS complies with requirement RS-041 in the following manner: We will provide Daktronics VM-1020-7x35-66-A DDMS panels to be 
fitted into the Changeable Message Panels installed at each of the 8 roadway locations. Each display is a 35x7 LED array capable of displaying 7 different 
characters, thus meeting your pricing and textual needs. 

The Daktronics panels will be connected to a sign controller cabinet that will be located at the base of the Changeable Message Panel. The Daktronics DMS 
Controller is capable of controlling up to six message panels so only one controller per location will be required. Communication with the controller cabinet will be 
done over a secure wireless LTE link back to the TOC. The controller cabinet will be fitted with an APC Smart-UPS 1500VA LCD RM 2U 120V, size to provide 30 
minutes of backup power. We will monitor the Host system from our Tarrytown, NY facility. 
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RS-042 It is desired that all electrical equipment and components be certified by Underwriters Laboratory.  X 

 Proposer Response: We will comply with RS-042 in that all equipment and components we supply will be certified by Underwriters Laboratory (UL). 
  

RS-043 The Roadside system shall be sized to operate continuously for 72 continuous hours without interruption in case of commercial power loss.  X   

 

Note; The Proposer shall describe in this Technical Response Form how the system will operate continuously for 72 hours without loss of any data. 
 
Proposer Response: The TCS complies with requirement RS-043 in the following manner: 

The Roadside system is capable of operating in a standalone fashion without offloading transactions for at least 30 days. To meet the 72 hours requirement we will 
install a 50KW stand by generator fueled by propane (See RS-040). An uninterruptable power supply (UPS) (APC UPS 8 kW – 10000 VA with 3 Extended Run 
Power Packs) will provide filtered power to the Toll Zone and during a power failure the UPS will have a minimum of 90 minutes of UPS power. To supply a 
continuous and reliable power to each lane, we will furnish and install a dedicated UPS at each toll zone and Changeable Message Panel. The UPS is designed to 
prevent blackouts, brownouts, sags, and surges from reaching any electronic component in the: 

• Open road tolling lane zone electronics 
• Zone computer 
• Zone automatic vehicle identification cabinets 
• CMS cabinets 

Each UPS will report its current status and the estimated battery time that remains. The UPS will filter small utility line fluctuations and isolate the equipment from 
large disturbances by internally disconnecting from the utility line. The UPS provides continuous power from its internal battery until the utility line returns to safe 
levels or the battery is fully discharged. Its design includes switching to charging operations once the generators become available. 

  

RS-044 It is desired that wrong way detection functionality including reporting and alarms associated with a vehicle passing through a Toll Zone in the wrong direction be 
provided in the TCS.  X 

 Proposer Response: VECTOR 4G will generate an alarm to indicate if a vehicle is travelling in the wrong direction.  
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Back office System Requirements 

Req ID Back office (Section BO) 

Required Value Add 

BO-001 The Toll System Provider shall provide a BOS that consists of a transaction system and an account management system to manage toll accounts and process 
Traffic Transactions, Financial Transactions and Event Transactions. X   

 

Proposer Response:  
 

  
  
  
  
  
  
  
  

 

  

BO-002 

The Toll System Provider shall provide a complete, functioning, AET System that includes a Roadside System, BOS account management system, image review 
system and Customer Service Center. The BOS shall be configured and sized to support the functionality of the AET System, and shall also support account and 
Transaction growth at a rates of 15% per annum without any degradation in performance. The TCS shall collect revenue, accept Traffic Transactions and roadside 
data from the Roadside System, manage customer accounts, process images for vehicle identification, interface with numerous external systems, offer retail options 
for transponder sales and distribution, and provide access for toll patrons to utilize other E-ZPass toll facilities. The TCS shall be expandable to allow toll patrons to 
utilize other nationwide facilities in the future and perform all other functions as necessary to comply with the other Technical Requirements and other Contract 
Documents. 

X   

 

Proposer Response: VECTOR 4G is capable of handling very large account and transaction volumes. We interface with our own and other vendors’ roadside 
systems in many existing installations. Our image review system is fully integrated into the customer account and transaction capabilities, providing results to call 
agents. We now integrate a variety of toll systems, including E-ZPass® Group, CTOC, and the Texas IOP. Our E-ZPass® ToGo system allows acquiring 
transponders at retail locations, and manages the inventory, including bulk assignment. Customers can make cash payments through the cash payment network. 
Customers are encouraged to use self-service capabilities, including the Website (with mobile web) and the Interactive Voice Response (IVR) system. 

  

BO-003 

The BO TCS shall have a transaction database, video image storage array and an interface with the Roadside System to receive Traffic Transactions. The BO TCS 
shall have a CSC account management system, an IVR telephone system, a web interface, a local area network provider, a video image review process, a Disaster 
Recovery System Plan, an auditing and reconciliation process, interfaces with the CSC, Walk Up Centers, web services, an archiving system, and extensive 
reporting capabilities. 

X  

 

Proposer Response: 
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Req ID Back office (Section BO) 

Required Value Add 

BO-004 

The Toll System Provider shall provide 1) account management and maintenance functions; 2) the Customer Website; 3) Transaction processing for Traffic 
Transactions, Financial Transaction and Event Transactions; 4) collections transaction processing and interface(s) for both current and past-due accounts; 5) DMV 
and rental car look-ups and interfaces; 6) functions necessary to allow authorized users to input Toll Rate Schedules into the System; 7) image review processing; 8) 
Transponder fulfillment functions; 9) IVR phone system for customer service use; 10) Walkup Centers and retail operations support services; 11) distribution of 
Transponders, reloading and replenishment services and toll and Violation payments collections and processing; 12) payment and credit card processing of 
Customer Statements; 13) transaction auditing and reconciliation; 14) customer contact services through phone, email, and SMS; 15) automatic generation of 
Customer Statements and Correspondence production and tracking; 16) operations and financial reporting; 17) remote location account services (Mobile Van ); 18) 
physical and logical security; 19) Hardware; and 20) disaster recovery systems. 

X   

 

Note: The functionality to support remote location account services shall be included in the Proposer’s response but the design, acquisition and use of the mobile 
van is a Pass-Through Cost Item and shall not be included in the Proposer’s response. 
 
Proposer Response:  

 
 
 

 

 
 

  

BO-005 
The Toll System Provider shall provide functionality for mobile operations (off site, not only Walk-Up Centers and retail operations, but mobile van services) for 
account setup, account management, retail distribution of Transponders and for retail operations. However, the System shall support the use of a mobile van in order 
to meet this requirement. The mobile van shall be a Pass-Through Cost Item if required by the Joint Board.  

X   

 Note: The mobile van and all associated costs to outfit the mobile van shall not be included in this Technical Response Form, but Proposer shall indicate in this 
Technical Response Form how the proposed System shall support the use of a mobile van in order to meet this requirement.   
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Proposer Response: VECTOR 4G is accessed via the internet using a web browser. As such, functioning in a mobile van is a question of deployment of call center 
infrastructure, not changes to the system. We have implemented mobile customer service capabilities for other customers. The core requirement is a mobile 
gateway, such as Sierra Wireless GX440, a 4G LTE gateway. The network in the van connects the various devices, including a ruggedized laptop, printers, and 
scanners. Given that infrastructure, the agent in the van has the same capabilities as an agent at a Walk-up Center. 

BO-006 
The Toll System Provider shall provide typical account services including making adjustments to accounts, changing Toll Rate Schedules, processing refunds, 
handling Violations, closing accounts, denoting customer contact and documenting those contacts, and offering account statements through print, email, and the 
Customer Service Website.  

X   

 
Proposer Response:  

   

BO-007 The TCS shall have the ability to search, look-up and find customer accounts using numerous fields including customer name, account number, Transponder 
number, and address. X  

 Proposer Response:    

BO-008 The TCS shall be able to replenish an account through the use of a credit card, at retail distribution outlets and through the use of cash or credit card at Walk-Up 
Centers. The TCS shall have a methodology to identify lost or stolen Transponders when a Traffic Transaction occurs using a lost or stolen Transponder. X  

 
Proposer Response:  

   

BO-009 It is desired that the Toll System Provider provide a smart phone application for customer account management and account replenishment services.   X 

 
Proposer Response: 

We will provide a smart phone application, enabling customers to manage their accounts, make payments, and find general and account-specific information.    

BO-010 The Toll System Provider shall provide a TCS that assigns static toll rates to Transactions from the roadway based upon the latest Toll Rate Schedule or discounts 
established by the Joint Board. X   

 
Proposer Response:  

  

BO-011 
The Toll Rate Schedules shall be transmitted electronically and updated as approved by the Joint Board. Toll Rate Schedules shall be utilized to establish the 
numerous toll rates to be assigned based on type of Traffic Transaction (ETC or pay by plate (pre-or post-registered)), vehicle classification, and discounts or 
promotions. 

X  

 
Proposer Response: Toll schedules provide the ability to control rates based on time of day, plan type, video and ETC, and vehicle classification. As described 
above, a variety of discount plans are available.    

BO-012 It is desired that the TCS provide functionality to support variable rates provided by an external system.    X 
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Note: The availability of this functionality will not be a condition to commencement of Revenue Service. 
 
Proposer Response: We currently support variable rates based on external input in our LA Metro lanes implementation. This capability is applicable to a variety of 
data sources. 

  

BO-013 
The TCS shall store and link electronic copies of any inbound or outbound Correspondence to an account, including all types of mail, email, regular mail, fax, etc. 
and the Correspondence shall be visually available to the CSRs. Hard copy Correspondence shall be scanned and converted to a viewable electronic file for storage 
in the TCS. The TCS shall provide sufficient archiving capabilities for Correspondence associated with each customer account.  

X   

 
Proposer Response: 

   

BO-014 

The TCS shall generate automated notices, letters and communications by regular mail, text messages, fax and e-mail. The Toll System Provider shall provide 
automated notices, one-time notices, bulk mail notices or individual notices for any Correspondence related to Toll System Provider and TCS operations. This 
function shall be configurable and shall allow management to prevent any type of notice from being processed automatically. The TCS shall provide functionality to 
process and send bulk mail Correspondence resulting from notices and general Correspondence. TSP shall provide such notices as are required by the approved 
Business Rules. 

X  

  
Proposer Response: With our mail house, we provide for all channels of customer communication based on a standard interface. We provide SMS text messages, 
email, and paper mail, with the ability to escalate from text or email to paper notices according to defined business rules.     

BO-015 The Toll System Provider shall provide a BOS account management system that provides customer service channels by phone, web and an Interactive Voice 
Response system.  X   

  
Proposer Response:  

    

BO-016 

The Toll System Provider shall provide a BOS that offers a simple, intuitive process for establishing accounts and managing and modifying those accounts through 
the Customer Website, through the help of a CSR by phone, through retail distribution outlets, through mail received at the CSC, or through the help of a CSR at a 
Walk-Up Center. The CSC shall provide an efficient and user friendly platform for CSRs to optimize their time in establishing and helping customers to manage their 
accounts. 

X   

  
Proposer Response:  

    

BO-017 

The Toll System Provider shall provide a BOS that can provide a resident, commuter and/or local plan. This functionality shall allow eligible customers, as 
determined by the Joint Board, to have a percentage or fixed dollar amount reduction in their tolls each month after a configurable number of trips on a Bridge. This 
functionality shall have the ability to reduce toll rates from 0% to 100% tolls for eligible account holders. The functionality shall also include the capability to charge a 
fixed fee per month, quarter or year for unlimited use of each Bridge and aggregated to all Bridges.  

X   

  

Note: This functionality may or may not be used but would allow eligible customers, as determined by the Joint Board, to have a percentage or fixed dollar amount 
reduction in their tolls each month after a configurable number of passages. The Proposer shall describe in this Technical Response Form existing functionality in its 
TCS that provides for resident/commuter plans. 
 
Proposer Response:  
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BO-018 The TCS shall provide the ability to transfer an account from one account owner to another account owner using an affidavit process.  X   

  

Note: The Proposer shall describe in this Technical Response Form its transferrable account capabilities, its affidavit system function and operations processes. 
 
Proposer Response:  

 
    

BO-019 It is desired that the transfer of account ownership be accomplished through an automated process to the extent possible.   X 

  
Proposer Response:  

     

BO-020 The TCS shall provide functionality for rental car Traffic Transactions accepted within the E-ZPass system. X   

  
Proposer Response:  

 
    

BO-021 It is desired that the TCS provide functionality to process and collect revenue for rental or leased cars outside of those collected in the E-ZPass system.   X 

  

Proposer Response:  
 

 
 

 
 

    

BO-022 It is desired that the TCS provide functionality to allow a customer to open a temporary unregistered license plate account that is configured for up to XX days where 
the days are from 0 to 99 days.   X 

  
Proposer Response:  

     

BO-023 
The TCS shall provide a configurable minimum balance to open an account. The minimum balance shall be configurable by account type (e.g. ETC, registered 
license plate, commercial, government) and once configured shall allow CSR supervisors to override the minimum balance requirement for individual accounts 
where necessary. The required minimum balances shall be subject to Joint Board approval. 

X   

  
Proposer Response:  

     

BO-024 The TCS shall allow accounts to be converted from one account type to another account type. The TCS shall update the Toll Rate Schedules for the new toll account 
when the conversion occurs in accordance with the Business Rules. X   

  Note: The Proposer shall describe which account types can be converted in its Technical Response Form.     
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Proposer Response: VECTOR 4G allows changing between account types. As soon as the account type change is made, new toll rates are automatically applied. 
Account conversions currently supported include: 

• Short term video to transponder-based 
• Violator to transponder-based 
• Unregistered video to transponder-based 
• Post-paid to pre-paid 

BO-025 The TCS shall provide a configurable low balance threshold for accounts by account type. The TCS shall allow the low balance threshold to be overridden with 
management approval on a case by case basis. The required minimum low balance threshold shall be subject to Joint Board approval. X   

  
Proposer Response:  

     

  to promote customer self-service applications such as chat, SMS and other emerging payment 
options.   X 

  
Proposer Response: The system supports chat and SMS, and provides a variety of payment options for the user, including cash payment capabilities via cash 
payment systems like MoneyGram.     

BO-027 The Toll System Provider shall ensure consistency of service, regardless of whether these services are provided in-house or by one or several external service 
providers, by developing policies and procedures and ensuring compliance with these policies and procedures. X   

  

Proposer Response:  
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BO-028 The TCS shall setup and maintain all account types including ETC Accounts, Registered Video Accounts, Unregistered Video accounts, commercial accounts and 
government accounts. X   

 

Proposer Response:  
 

 
 

 

    

BO-029 Any external stakeholders including but not limited to the Joint Board shall have access to review, view, and examine customer accounts in accordance with the 
approved System Access Control Plan. The TCS shall allow at least 10 Joint Board users to examine customer accounts, concurrently. X   

  
Proposer Response: 

 
 

    

BO-030 The TCS shall display in the account the most current address available through DMV look-up or the address provided by the customer. X   

  
Proposer Response: VECTOR 4G maintains multiple addresses, provided by the customer, or identified from the DMV (like registered owner and renewal 
addresses.     

BO-031 It is desired that the TCS store previous customer addresses in the account and that they are easily viewable by authorized users.    X 
  Proposer Response:      

BO-032 The TCS shall include functionality to re-look-up addresses after lapse of a configurable period of time to ensure the correct address is being used by the Toll 
System Provider). X   

  Note: This functionality is intended to ensure the Toll System Provider has current name and address information for infrequent unregistered customers. 
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Proposer Response:  
 

BO-033 The TCS shall have functionality or operations processes to address Customer Statements or Violations notices returned with NIXIE (as defined by the United States 
Postal Service) codes. The TCS shall use skip tracing or other methods to find and update the correct address associated with customer accounts.  X   

  
Proposer Response: NIXIE responses are managed in the customer account management system. VECTOR 4G also uses automated address validation via the 
NCOA system. As described above, historical addresses are retained. Skip tracing is controlled by business rules, and uses various agencies such as TransData 
and First America. 

    

BO-034 The TCS shall provide Customer Statements that shall be configurable by account type. X   

  Proposer Response: Customer statements are variable and configurable by account type. Channel and frequency are also configurable.     

BO-035 Customer Statements shall be provided to toll patrons monthly and as requested at any time by mail and email. Customers may opt in and opt out of receiving 
statements. X   

  Proposer Response: VECTOR 4G provides for the customer to control the statement channel (email, paper) and they can opt in and out of receiving it.     

BO-036 
Customer Statements shall be configurable to include a fee to the customer account from $0-$99 per statement. The fee shall be established by the Joint Board. 

X  

  
Proposer Response: The system allows for a configurable fee to be charged for various statements according to account type and channel.  This can be valuable in 
influencing customer behavior.     

BO-037 The Toll System Provider shall have a near-real time interface with the Roadside System to transmit Traffic Transaction information from the Roadside System to the 
BOS and transmit configuration or customer information from the BOS to the Roadside System. Near real time requirements are defined in SA-021. X   

  
Proposer Response:  

    

BO-038 The Toll System Provider shall integrate the BOS with the changeable message panels as outlined in Technical Requirements Section RS. A record of all Toll Rate 
Schedules shall be stored in the BOS in accordance with the backup and archiving timeframe for the TCS. X   

  Proposer Response:      

BO-039 The TCS shall have an interface with the E-ZPass system and interoperable agencies, and the Toll System Provider shall comply with the E-ZPass Operating 
Agreement, any agreements with other interoperable agencies, and all applicable amendments. X   

  

Note: The E-ZPass Operating Agreement and all associated and applicable amendments as of the date of the RFP are available in the Reference Information 
Documents. 
 
Proposer Response:   
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BO-040 [Intentionally not used.]   
    

BO-041 The Toll System Provider’s BOS architecture shall operate within limited degradation for specific failure modes that shall be established during the Business Rules 
and system architecture review.  X   

  
Proposer Response:  

     

BO-042 The Toll System Provider shall process customer payments for tolls, fees and fines via credit card, check, money order, or cash. The Toll System Provider shall 
provide system functionality to encourage customers to establish auto replenishments for pre-paid accounts. X   

  
Proposer Response:  

    

BO-043 The Toll System Provider shall safeguard cash deposits and shall provide armored car services in accordance with the Safety Plan.  X   

  

Proposer Response: The controls over financial processes are critical to our funds handling and accounting operation. We have a fiscal obligation to you to ensure 
the security of your revenues and the integrity of your customer service operations. We will post all cash payments at the time of receipt into the customer’s account. 
Cash and check payments are reconciled daily by our supervisory and finance staff and transported to the bank through an authorized armored car service. Funds 
received after the time of pickup are stored onsite in a secure safe. Our reconciliation process requires a full accounting of all cash payments processed in VECTOR 
4G through a comprehensive set of reporting tools that compare funds posted to funds prepared for deposit and ultimately deposited into respective bank accounts. 
To ensure your revenue collection is protected, any variances identified are fully investigated and accounted for. We will provide armored car services in accordance 
with the Safety Plan. 

    

BO-044 The TCS shall process refund requests from customers. Credit card or debit card based toll accounts shall be refunded to the same card. Cash toll accounts shall be 
refunded with a check mailed to the address of record on the account.  X   

 

Note: This Technical Response Form shall outline the Proposer’s existing refund process including prescribed escalated times and authorization levels. 
 
Proposer Response: 

 

 

  

  

BO-045 
Lockbox payments shall be received through an internal or external lockbox. The TCS shall process configurable returned check fees and TSP shall support the 
occasional times when cash is mailed to the lockbox. Returned check fees shall be identified and the appropriate account shall be charged a configurable fee for a 
returned check and record of the returned check and the fee shall be linked to the customer account in the TCS. 

X   

  
Proposer Response: 
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BO-046 The Customer Website shall provide access for customers who do not have a Transponder to pay tolls, to pay Violations, to sign up for Registered Video accounts 
and ETC Accounts, and to manage Unregistered Video accounts. X   

 

Note: Unregistered Video Accounts may be available from the web, depending on the Proposer’s design, to pay for tolls prior to the issuance of a Customer 
Statement functionality as described in BO-129. 
 
Proposer Response: Upon detecting a passage of a vehicle without transponder, the system automatically creates a video account. The customer can also create 
such an account, and can pay tolls in advance of the issuance of the notice. Business rules allow controlling which fees are waived under the various conditions. 

    

BO-047 It is desired that the TCS be configurable by System operators to establish payment plan arrangements for certain customers.   X 

  
Proposer Response:  

     

BO-048 The TCS shall provide functionality for customer account communications and related system updates for adding vehicles to an account, requesting a Transponder, 
account maintenance communications, and payments, among other customer account communications. X   

  
Proposer Response: The web and IVR systems enable customers to manage their accounts, including requesting a transponder, reporting a transponder lost or 
stolen and updating demographics and vehicle information.     

BO-049 Intentionally not used.   
    

BO-050 The TCS shall transfer payments between ETC Accounts, Registered Video accounts, Unregistered Video accounts and Violation accounts. The TCS shall accept 
post payments or other Joint Board designated account types.  X   

  
Proposer Response: VECTOR 4G enables balance transfer between different accounts. Business rules control transfers by account type and balance type, and are 
configurable by authorized users.     

BO-051 

The TCS shall associate a credit card to an account for the purpose of toll payment where necessary as indicated in the Business Rules. The credit card 
transactions, debit card transactions, automated clearing house payments and refunds shall be processed in near-real-time. The TCS shall provide for the credit card 
information to be added, changed, or deleted on the customer account. Near-real-time is defined as an authorization code provided within 2 minutes. The settlement 
of the transaction may occur up to 72 hours after the time of the authorization. 

X   

  
Proposer Response:  

     

BO-052 

The TCS shall accept and process various types of payments including credit card, debit card, automated clearing house, money order, cashier’s check, traveler’s 
check, personal check and cash, and shall track those payments and methods of payment, posting them to the appropriate customer account in near-real-time. The 
TCS shall provide multiple payment options within one Financial Transaction and shall accept partial payments towards the account balance based on the Traffic 
Transaction and Financial Transaction posting date/time in a first-in, first-out (FIFO) manner.  

X   
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For credit card, debit cards, and automated clearing house payments, please see definition of near-real-time in BO-051. For money order, cashier’s check, traveler’s 
check, personal check and cash, near-real-time means the payments shall be posted to the customer’s account no later than 1 business day from the bank making 
the funds available for that financial instrument. 

  

Proposer Response:  
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BO-053 The TCS shall allow for review of Customer Statements by customers at the Walk-Up Centers and the Customer Website.  X   

  

Note: The Proposer shall include other channels to present the Customer Statements in its Technical Response Form. 
 
Proposer Response:  

 

 

    

BO-054 The Toll System Provider shall provide a credit card processing merchant and system for approval by the Joint Board.  X   
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Note: The Proposer shall include in this Technical Response Form the credit card fees and rates expected to be paid as Pass Through Cost Items during the Term of 
this Agreement. 
 
Proposer Response:  

 
 

 
 

 

 

 
  

    

BO-055 The TCS shall provide for automatic replenishment of funds for a toll customer account and provide for the acceptance of notifications from banking institutions 
regarding status of credit, debit, or automated clearing house accounts.  X   

  

Proposer Response:  
 

     

BO-056 The Toll System Provider shall provide a license plate image review system and operations. X   

  

Proposer Response: 
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BO-057 The TCS shall manually view images to confirm or correct the vehicle LPN and state information when below a specified configuration OCR confidence threshold. X   
  Proposer Response: Images falling below a specified configuration OCR confidence threshold will follow the manual procedures detailed within BO-056 above.      

BO-058 The TCS shall report an exception when the number of image based trips exceeds a configurable threshold for an ETC Account. The TCS shall change the toll rate 
from the ETC rate to an Unregistered Video or Registered Video toll rate in accordance with the Business Rules once this threshold is reached. X   

  

Proposer Response: VECTOR 4G monitors accounts for excessive image based trips charged the previous month. Excessive image based trips can be a 
predetermined number of image-based tolls posted during the month or a pre-determined percentage of the image-based tolls posted during the month. If the criteria 
are met, the toll rate from the ETC rate to an Unregistered Video or Registered Video toll rate, in accordance with the Business Rules once this threshold is reached, 
is charged to the account. The fee is a configurable parameter with the VECTOR4G system that allows for flexibility in applying the fee. 

    

BO-059 The TCS shall identify License Plate Numbers and jurisdictions from all 50 states and all provinces of Canada.  X  

  

Note: The Proposer shall identify the number of plates and plate types the OCR Software can be tuned to recognize in this Technical Response Form. The Proposer 
shall provide a list of the 15 states expected to originate the most Traffic Transactions within 90 days after NTP. 
 
Proposer Response: Our OCR software, XLPR, has been designed and proven in multiple agency operations. It is able to identify license plate numbers and 
jurisdictions from all 50 U.S. states and the Canadian provinces. We will comply with the requirement of providing a list of 15 states expected to originate the most 
traffic transactions within 90 days after NTP. 

    

BO-060 It is a desired that the TCS provide an interface to an electronic bulk mailing system for mailing of Correspondences, statements, bills, and notices to customers.   X 

  

Proposer Response:  

 

 
 

  

    

BO-061 

The Customer Website shall allow customers to establish, maintain, update, and review account information, order Transponders, pay Violations, pay "pay by plate" 
Traffic Transactions, establish Registered Video accounts, and ETC Accounts and make payments via a PCI compliant secure methodology. Customers shall be 
able to complete all Transaction activities through the Customer Website. The Customer Website shall be user friendly, high quality, attractive and easily understood 
by toll patrons. The Toll System Provider shall coordinate Customer Website design and content with the marketing firm engaged by the Joint Board.  
 
 
 

X   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 82 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Back office (Section BO) 

Required Value Add 

  
Proposer Response:  

 
 

    

BO-062 The BOS shall provide information to the CSR regarding account status including but not limited to balance of account, expired credit card information, excessive 
image Traffic Transactions notification, and outstanding Customer Statements. X   

  
Proposer Response: The CSR has access to all account information, including activity, balances, payment types and status, and statements. The system tracks 
counts of aberrations, including counts of video transactions and counts of manual reversals.     

BO-063 
The Customer Website shall include the following information: road information, branding information, Joint Board contact information (email and phone number), 
information about how to open a Registered Video account and an ETC Account, information about how to pay a toll after a customer has travelled a Bridge without 
a pre-paid account, frequently asked questions, any upcoming maintenance or other information and links to other websites.  

X   

  
Proposer Response: As demonstrated at our New York, New Jersey, or Maryland E-ZPass sites, all of which we developed and currently manage, this information 
is standard in our installations.     

BO-064 
The Customer Website shall incorporate security standards to protect customers from unauthorized access and restrict access to any unauthorized users. At a 
minimum, customer data shall be password protected and the Customer Website shall include a password change policy. SSL encryption shall be implemented by 
the Toll System Provider. 

X   

  

Note: The Toll System Provider shall also identify in this Technical Response Form other security measures to be used in the TCS. 
 
Proposer Response:  

 

 

  
  
  
  
  
  
  
  
  
 

    

BO-065 The Customer Website content management system and actual Customer Website shall be in English. X   
  Proposer Response: Current websites for systems we manage always include English, and development and content management capabilities are in English.     
BO-066 It is desired that the Customer Website provide other language support without re-programming the Customer Website.   X 
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Proposer Response: We support a second language at some customer installations, and we will design the Website allow a second language, if required. 
     

BO-067 The Customer Website shall include access for customers to Customer Statements and historical data, which historical data shall be available for two years by 
accessing the Customer Website, and then archived. X   

  Proposer Response: All customer correspondence is available via the website, including images of violations or video tolls. The data is available until archived.     

BO-068 It is desired that the Customer Website have a user friendly content management system that allows the Joint Board to update content on the Customer Website 
without a programmer or any knowledge of programming.    X 

  Proposer Response:      
BO-069 The IVR and Customer Website shall verify the customer’s identity before disclosing or making any updates to customer data. X   

  
Proposer Response: The IVR requires a user PIN, and the website requires a password to allow access. No information is disclosed unless the customer is 
validated.     

BO-070 The IVR shall provide access to general information, the option to direct the call to an operator, or direct the customer to select a specific option that corresponds to 
the customer’s inquiry. The IVR shall support a second language, to be determined later by the Joint Board, without any Software changes. X   

  
Proposer Response:  

    

BO-071 It is desired that the IVR measure and report a KPI for call answering performance for all calls transferred to agents. The metrics shall include the total customer call 
duration from the start of the IVR through completion on the automated system or with the CSR. 

  X 

  
Proposer Response:  

     

BO-072 The TCS shall maintain a record of customer communications and interactions through the IVR and the Customer Website for customer, Bridge use and account 
analysis. X   

  
Proposer Response:  

     

BO-073 The IVR shall be integrated with the CSC to allow for transfer of calls and updates to the accounts in near real time. For the purpose of this requirement near real 
time shall mean that the call is transferred within 2 seconds upon initiation of a transfer by the customer. X   

  
Proposer Response: Calls transferred from the IVR to a CSR will transfer in much less than two (2) seconds; in fact, in less than a second. Updates to accounts are 
real time, using web service calls, and will generally complete in less than 2 seconds. The exception is any action that requires credit card authorization. The 
authorization is generally very fast, but is not within our control. 

    

BO-074 The Customer Website and IVR shall allow the customers to make replenishments, post-paid toll payments and Violation payments, and update account information. X   

  

Note: The Proposer shall describe each payment channel on the Technical Response Form. 
 
Proposer Response: The VECTOR 4G financial module supports payments and refunds through credit card and automated clearing house (ACH) payment type. 
Credit card payments will be accepted via the website and be considered online payment transactions. They are authorized in real-time using the payment gateway 
and are applied to accounts or transactions based on the request of the customer. The proposed website also offers customers the ability to pay for violations on the 
web. VECTOR 4G one-time payments can be made through Web/IVR/Phone-in CSR and auto replenishments post through an automated batch process. 
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VECTOR 4G’s comprehensive web and IVR integration also provides intuitive, user-friendly self-service customer support options to allow customers to update and 
modify their account profiles with 24/7 access. The web features include enrollment, transponder management, account updates to include personal information, 
change replenishment type, request a password reset, add and delete vehicles; request/view info such as account status, transaction history, location, hours, FAQs 
and other general information. Through the IVR, the customer will be able to perform account and vehicle updates, transponder request, payments, and obtain 
general information as well as managing violations.  

BO-075 

The IVR and call management solution shall track and compile performance metrics statistics for CSC activities. The IVR shall track performance metrics statistics by 
hour, by day and by month for the following metrics and shall provide the Joint Board with a report of the same within 1 business day upon request and as part of the 
Monthly Operations and Maintenance Report. The minimum statistics to be tracked and reported are 1. Total number of calls received, 2. Total number of calls 
accepted by customer service representatives, 3. Average time to answer, 4. Maximum time to answer, 5. Total number of calls that exceed configurable, specified 
hold time(s), and 6. Total number of abandoned calls. 

X   

  

Proposer Response:  
 

 
 

 

 
 
 
 

 
 

 
 

 
 

 

    

BO-076 
The Customer Website shall be updated in near-real time with information related to Traffic Transactions, Customer Statements, account maintenance, payments, 
and any other information required by the Joint Board. Near real time is defined as an update to the BOS at least every 24 hours so that TSP shall maintain a 
complete history of account information. 

X   

  
Proposer Response:  

     

BO-077 The Toll System Provider shall provide a backup and archiving system for all components of the TCS. X   
  Proposer Response: We archive data for all existing customers, and will have no difficulty meeting this requirement.     

BO-078 
All accounts, customer information, IVR, Customer Website, and reports shall at a minimum be backed up every day. All System configurations required in 
recovering the System in case of outage or failure of any component shall be backed up every quarter and immediately whenever changes are made. These System 
confirmation backups shall include application, database and operating system settings. The backup data shall be retained off site from the CSC and TCS at the 
approved DR site. 

X   
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Note: The TSP shall describe in this Technical Response Form the backup and archiving plan for the TCS. 
 
Proposer Response: We will comply this requirement and client defined Service Level Objectives. 

Xerox Data Protection Services are designed to provide hosting clients with the capability to protect all in-scope data daily. Backup schedules are developed with a 
12-hour window maximum for targeted completion and up to 35-day retention.  

Xerox Data Protection Services will provide for data retention and archiving requirements in accordance with the requirements of the RFP. 

Our solution will utilize the Pittsburgh, PA data center for disaster recovery (DR).  The production data will be replicated to the DR location to mitigate any potential 
data loss. 

We will work with you to define your offsite tape storage requirements. We will maintain and document these backup requirements, rotating designated backup tapes 
to and from the secure offsite storage facility. Iron Mountain is the preferred third-party vendor for your DR offsite tape storage. 

    

BO-079 The Toll System Provider shall archive data no later than every month to an offsite system. Archived data shall be available for 10 years. Upon request, data shall be 
recovered and available to the user for analysis within 2 business days. X   

  

Proposer Response:  
 

 
 

 

 
 

 

 

    

BO-080 

All credit card payment processing shall be PCI DSS Security Standards Council compliant. The TCS database shall comply with all applicable standards issued by 
the PCI DSS Security Standards Council, including the PCI DSS at the start of operations in the BOS, and remain compliant throughout the Contract Term. Any 
costs associated with PCI compliance including e-commerce and merchant service costs are not Pass-Through Cost Items and shall be included in the Contract 
Price. 

X   

  
Proposer Response:  

    

BO-081 
All external internet protocol addresses shall undergo a vulnerability scan at least quarterly by a qualified vendor, pursuant to the PCI DSS Data Security Standard. 
The TSP shall provide a copy of the current quarterly vulnerability scan report to the Joint Board within 10 business days of request by the Joint Board at any time 
during the Contract Term.  

X   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 86 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Back office (Section BO) 

Required Value Add 

  
Proposer Response: Working with a Qualified Security Assessor (QSA), we will perform quarterly scans, and will remediate any issues. We also perform internal 
scans more frequently, to ensure that the system remains secure.     

BO-082 
There shall be no direct user access to the BOS database management system by any interactive or system users. All access to the BOS database management 
solution shall be through BOS middleware. User authentication and access to the BOS database management solution shall be managed by the middleware 
application services using generic or function-related database connections. 

X   

  

Note: The Proposer shall describe in this Technical Response Form access to the database system for reporting by system users and interactive (human) users. 
 
Proposer Response:      

BO-083 All TCS database management system scheduled jobs shall be executed under a non-interactive account.  X   
  Proposer Response: All system jobs (batch jobs, for example) accessing the DBMS does so under a non-interactive account.     

BO-084 The BOS database management solution shall not permit any modifications or deletions of the original Traffic Transactions, Financial Transactions, and Event 
Transactions stored in the BOS database. X   

  
Proposer Response: All financial and non-financial event records in the system are “write once” data. Any change to information creates a change record. It does 
not modify the existing record, but generates a change or adjustment record.     

BO-085 
All TCS database management system records shall provide version control and shall be traceable for all components of the TCS. The TCS database management 
solution audit trail information for each correction entry shall include, at a minimum, the date and time of the change, identification of the person or automated 
transaction function initiating the change, and reason code or descriptor justifying the change. 

X   

  
Proposer Response: Every entity is tracked and versioned, with full auditability. Any change in the system is captured with information on the user ID (including 
automated processes, which have unique user IDs), old and new values, and timestamp.     

BO-086 The TCS database management solution shall be secure and provide automatic credit card industry standard encryption of all credit and debit card data transmitted 
to the database via customer service representatives or received via the internet.  

X   

  
Proposer Response:  

     

BO-087 

The TCS database management solution shall provide the following: 1) automatic setup, job scheduling, and execution of backup and recovery scripts; 2) real-time 
diagnostic testing and problem resolution scripts,3) historical performance data and assistance in database server capacity planning; 4) aid in automating, on a24 
hours per day, 7 days per week, monitoring of priority events based on critical threshold; 5) management of database schema modifications; and 6) performance 
tuning capabilities including the server, database, table, index and query levels. 

X   

  
Proposer Response:  

    

BO-088 The Toll System Provider shall provide an enterprise commercial reporting system (ERS) that shall allow the Joint Board or authorized agents, vendors or third 
parties to view, create or edit reports within the System with qualified and trained staff.  X   

  
Proposer Response:  

    

BO-089 It is desired that the ERS be a Commercial Off-the-Shelf solution such as Business Objects (includes Crystal reports), Jaspersoft Microsoft SQL Server Reporting 
Services or Cognos. The Toll System Provider may propose other commercial tools subject to Joint Board approval.  

 X 
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Proposer Response:  

     

 BO-090 
The Toll System Provider shall provide an existing suite of operational, financial, maintenance and other TCS reports as the basis for reporting. The reports shall be 
updated as required for the States’ Parties. 
 

X  

  
Proposer Response: We have a set of nearly 200 standard reports. During requirements and design phases, we will work with you to determine the set of existing, 
modified, and new reports that will satisfy your reporting requirements.   

BO-091 The TCS shall have configuration management tools to manage Software and versioning in the TCS.  X   

  

Note: The Proposer shall indicate in this Technical Response Form the name(s) and version(s) of the reporting tool(s) that the Proposer proposes to use for the 
Project. 
 
Proposer Response:  

    

BO-092 The Toll System Provider shall provide training and access for the Joint Board to prepare its own user-designed, ad-hoc custom queries in addition to predetermined 
reports.  X   

  
Proposer Response: We will provide training in the use of reports, including the system data model. The training will be sufficient to allow technically qualified users 
to create new reports, including ad hoc.     

BO-093 The ERS shall be an integrated solution covering all report requirements for pre-determined, existing and ad-hoc reporting.  X   
  Proposer Response:      
BO-094 The ERS shall provide central administrative control of user roles assignment in the System. X   

  
Proposer Response:  

    

BO-095 The ERS shall provide one of the following electronic report and screen formats: Adobe PDF, HTML, XML, RTF, and Microsoft Office 2010. Any of these products 
used must have compatibility.  X   

  Proposer Response: All reports can be exported to PDF, HTML, XML, RTF, and comma-separated value formats.     

BO-096 The ERS shall provide batch report processing that can run in the background concurrent with other applications. The ERS shall be in a separate layer from the BOS 
system that processes Transactions for the TCS. X   

  
Proposer Response: The reporting system includes a scheduler to run reports at predetermined intervals, with the results either being made available, or 
immediately emailed to selected users. The reporting system uses a separate data mart to avoid impact to the production system.     

BO-097 The ERS shall have a standard template for report formats and data formats that will be used for future report templates.  X   
  Proposer Response:      
BO-098 It is desired that the ERS have a user interface which is browser-based and compatible with the user interfaces used throughout the TCS.   X  

  
Proposer Response: The interface to the reporting system is browser based, and as described above, is configured to provide single sign-on for VECTOR 4G 
users.     
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BO-099 

The ERS shall have the following capabilities and administrative functions: provide data by report columns, dashboard reporting, reporting calendar for scheduling 
pre-determined reports, graphical representation capabilities, drill down and sideways capabilities, reporting of data source capture points and the data 
relationship(s), sort data by report columns, filter tools for search and for reporting purposes, support for segmentation reporting based on excluded criteria, 
recordkeeping for each report created, which shall include, at a minimum, report owner, date created, date last edited, and a brief description of the report’s purpose. 

X   

  

Note: The TSP shall indicate reports available in the system in its Technical Proposal Response Form. 
 
Proposer Response: The reporting system provides, tabular, graphical, and dashboard report styles. A scheduler is available to schedule reports for later viewing 
or email distribution. The resulting report can be manipulated, with columns being moved or removed, and sort by column changed as the user desires. Filters are 
available for including and excluding selected data. 

    

BO-100 The ERS shall allow authorized users to receive regular reports automatically. A user interface shall be provided for the user registration and registration edit 
functions, together with details of current registrations and report links currently available to the user. X   

  
Proposer Response: As described above, the reporting system is controlled by the overall VECTOR 4G authorization and authentication system, and the scheduler 
is available for automatic generation of reports.     

BO-101 It is desired that standardized control data shall be shown on all reports.   X 
  Proposer Response: All reports include a basic set of header data, including “as of” point, when the report was generated, any errors, and the owner of the report.     

BO-102 The ERS shall be configurable to include at least two logos provided by the Joint Board at any time and other facility information such as toll plaza name, facility, or 
lane numbers and location of the facility. X   

  
Proposer Response: T  

     

BO-103 The TCS shall query data imported and exported to other systems when generating reports. The TCS shall allow for unrestricted and flexible reporting of any and all 
data. States’ Parties shall have complete access to any data in the TCS database. The TCS reports shall be batch, ad hoc, standard, and non-standard. X   

  
Proposer Response: All data in the system, including transactions and other data exchanged over interfaces, is available for reporting. It is available to authorized 
users, for ad hoc, standard, batch, and special reports.     

BO-104 

The Toll System Provider shall supply a reporting system that will utilize a query and run reports on the TCS. This reports system may be integrated into the TCS or 
can be an off- the-shelf system. The reports system shall provide reports for phases of Transactions and their movement through the TCS, and shall be capable of 
being queried using numerous methodologies. The reports system shall provide reports by ad hoc methodologies and through standard reports for Financial 
Transaction management, performance, and audits, The reports system shall be electronic; be compatible with Microsoft Office 2010 products; provide graphical 
representations of queries; save and query reports for future use; sort, add, edit or delete filters; and provide dashboards. 

X   

  Proposer Response:      

BO-105 
The TCS shall provide graphical and spreadsheet reports for CSR activity, CSC activity, customer account activity, Transponder fulfillment activities, revenue 
reports, Transaction reports, financial reports, IVR reports, Violations reports, collections reports, Customer Website activity reporting, Walk-Up Center activity, 
customer contact reports, and general activity reports of the TCS system.  

X   

  Proposer Response: All reports can be exported to PDF, HTML, XML, RTF, and comma-separated value formats.     

BO-106 

The TCS shall provide functionality for offering promotions and promotional discounts that include: special pricing for certain customer groups, and prepaid trips on 
the Bridges. In the case of account holder promotions or discounts, the TCS shall be configured to discount the account on a transaction basis and also based on a 
configurable number of transactions posted to an account for a specific time period. 
 

X   
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Proposer Response:  
 

  

 
 

 
 

  

    

BO-107 The Toll System Provider shall have account functionality to designate that vehicles with approved Transponders or License Plates shall be charged a 100% 
discounted toll rate for trips made through the LSIORB Toll Zones. X  

 Proposer Response:    

BO-108 The TCS shall identify, resolve, and manage exceptions based on defined data, parameters and Business Rules.  X   

  
Proposer Response: VECTOR 4G includes a business rules engine that enables flexible definition of escalation, exception handling, and workflow through the 
system.     

BO-109 Only authorized personnel of the TCS shall add, update or delete entries on the list of TCS exceptions. A list of all actions of any authorized or unauthorized 
personnel shall be logged into the TCS and available in exception reports. X   

  
Proposer Response:  

     

BO-110 The TCS shall have the configurable capability to handle exceptions by correcting the exception, charging the customer (including merging of Traffic Transactions), 
or by coding them off. These actions shall be based on the approved Business Rules. X   

  

Proposer Response:  
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BO-111 The TCS shall retain an audit trail of the occurrence of each exception including the time and date, type of exception, triggering event and resolution. X   

  
Proposer Response: Most events and activities are captured in the system, and are auditable. Timestamp, type, event, and outcome are captured. The exception is 
some routine exceptions. An example would be receiving a double transaction for an account within a configurable time lapse. These events are tracked, and the 
behavior is available for review using specific reports. 

    

BO-112 The TCS shall set configurable Business Rules and thresholds for the purpose of managing exceptions and transaction processing as directed by and subject to the 
approval of the Joint Board. X   

  
Proposer Response:  

    

BO-113 The TCS shall ensure that only authorized non-revenue Transponders are charged zero dollars for tolls. The TCS shall maintain a Project specific non-revenue 
account list for the Project. X   

  

Note: For example, Traffic Transactions initiated by drivers holding Transponders that are designated as non-revenue Transponders from an account established 
with another E-ZPass agency shall not be treated as non-revenue Traffic Transactions in the TCS. 
 
Proposer Response:  

    

BO-114 The TCS shall retain records of non-revenue travel and the associated vehicle or Transponder number. X   
  Proposer Response: All transactions and tolls are tracked and retained, regardless of the amount paid.     
BO-115 The TCS and the Toll System Provider operations shall prevent customers from being erroneously charged (overcharged, double charged or undercharged).  X   

  
Proposer Response: VECTOR 4G has been in interrupted operation since 1993. Over the years, we have found and resolved various potential paths for an 
improper charge to a used. We have a Quality Assurance team and process that ensures that the system will continue to operate flawlessly, or to correct in case of 
any problems. 

    

BO-116 The Toll System Provider shall provide a lockbox service that is integrated into the TCS and that updates account records in the System when payments are 
recorded in the System. X   

  

Proposer Response: We will incorporate your mail opening and payment processing functions into an already-operational Xerox lockbox facility, leveraging Xerox 
expertise and technology while mitigating unnecessary cost to provide efficient workflow solutions. Fully integrated with VECTOR 4G, the lockbox will scan all 
incoming mail and link images to the associated customer account, providing on demand access to the TCS. Our lockbox solution facilitates customer account 
updates of payments as they are entered into the system and promotes proven categorization processes for workflow solutions that offer improved response times to 
customer mail inquiries and enhanced processes for the control of payments and inquiries. 

    

BO-117 
The TCS shall perform automated look-ups for customer name and address acquisition and check them against DMV records through interfaces with services 
provided by the Toll System Provider. The Toll System Provider shall coordinate access with the Joint Board and integrate directly through the Kentucky and Indiana 
DMV. 

X   

  
Proposer Response:  

 
 

    

BO-118 The TCS shall communicate court evidence packages with the courts through the following interfaces: Web Portal, Paper, FTP, USB drive, and CD-ROM.  X   
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  Proposer Response: We build electronic court evidentiary packages, which are available via the web, FTP, physical transfer, and they can be printed.     

BO-119 
The Toll System Provider shall provide all necessary mailing services for customer invoices and Correspondence services. The Toll System Provider shall ensure 
that all Customer Statements mailed to the customer are stored in the TCS and available to the customer service representatives. Postage will be reimbursed to the 
TSP as a Pass-Through Cost Item. 

X   

  

Proposer Response: 
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BO-120 The Toll System Provider shall manage Hardware, Software and equipment life cycles to ensure equipment is replaced prior to “end-of-life cycle” or at such earlier 
time when the manufacturer no longer provides support for the components.  X   

  Proposer Response: We will manage all components used in this program, and will ensure that the equipment is at all times supported by the vendor.     

BO-121 The Toll System Provider shall use field-proven Hardware, Software and equipment configurations that have been deployed on toll projects of similar or larger size 
and complexity, and that support future upgrades to processors, memory, storage, operating system, database and other System components. X   

  Proposer Response: This system is built on enterprise class commodity hardware, and has been deployed in multiple instances serving a total of 24 agencies.     

BO-122 

The Toll System Provider shall provide an interface from the TCS to the Kentucky DMV and the Indiana DMV. The TCS shall provide an automated license plate file 
transfer interface to the Indiana DMV and the Kentucky DMV for look-up and return information for the registered owner. The methodology used to achieve this 
interface shall be at the discretion of the Toll System Provider. The TCS shall track all files transferred to each DMV with which it interfaces and track how many files 
were transferred successfully resulting in a license plate return and address, and also how many requests were returned unsuccessfully.  

X   

  

Note: The Kentucky and Indiana DMV support automated look-ups for outside organizations that successfully apply. Both Indiana and Kentucky allow multiple 
owners to be associated with a single vehicle and license plates stay with the prior owner when a vehicle is sold or otherwise transferred. 
 
Proposer Response:  

 

    

BO-123 

The Toll System Provider shall provide a TCS that includes Transponder inventory and fulfillment application services. The TCS Transponder inventory and 
fulfillment services shall include Transponder purchasing, distribution, tracking, warranty data, returns to manufacturer, and reporting interfaced with the INDOT 
procurement process. The TCS shall import Transponder manifest lists from common file formats to be used in the TCS without additional manipulation. The TCS 
shall include bar code processing which results in automatic entry of Transponder identification numbers into the TCS. 
 
The TCS shall track the full life cycle of a Transponder from the time it is purchased through allocation to each of the centers for distribution, through the fulfillment 
process and finally through the end life of the Transponder when it is removed from inventory. The TCS shall provide a report of the total number of Transponders, 
the locations of those Transponders, where the Transponders are in the distribution process, the customer account to which they have been assigned, shipping 
information, and information for final delivery to the customer. The inventory process shall account for the locations (both physical and within the distribution process) 
of all Transponders during their life cycle. 
 
The TCS shall produce reports that detail the number of Transponders distributed, the number of Transponders requested to date, the number of Transponders 
fulfilled, the number of Transponders shipped, and the number of requests in progress. The TCS shall track and provide reporting for warranty information on the 
Transponders, returns to the manufacturer warranty expiration dates, and number of Transponders in inventory. 

X   
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Proposer Response:  

 
 
 

 
 

 
  

  
 

  
 

  

  

  
 

 

 

    

BO-124 

The Toll System Provider shall fully audit and reconcile Traffic Transactions throughout the life of the Traffic Transaction. The TCS shall provide for the ability to fully 
reconcile the flow of Traffic Transactions throughout the system to each end state of the Traffic Transactions from receipt of roadside activity through the TCS, 
through its final disposition. The TCS shall be fully auditable and provide robust reconciliation processes for customer service representative transactions, ETC 
Transactions, video Transactions, account balances, front counter and call center activity, adjustments, credit card Transactions, and payments. The methodology 
used for this reconciliation process shall be at the discretion of the Toll System Provider but shall provide auditable insight into each component of the TCS and into 
each step of the Transaction. The Toll System Provider shall have an auditable system to track all payments and any Financial Transactions as well. The TCS shall 
be required to reconcile Traffic Transactions with payment collections. Reports shall be generated for auditable and logical Transaction and payment reconciliation. 

X   
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Note: The Toll System Provider shall provide in this Technical Response Form a Traffic Transaction flow and Financial Transaction flow that allows the Joint Board 
to conduct traffic and revenue audits from the roadside through the account management system including interoperability partners and external third parties, and 
also the same in the reverse direction. An audit trail shall be provided by the Toll System Provider to demonstrate the flow and disposition of all Transactions. 
 
Proposer Response:  
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BO-125 

The Toll System Provider shall provide a TCS that includes a retail distribution network for Transponders, Transponder reloading, account replenishment, and toll 
payment services such as would occur at local grocers, pharmacies, etc. The TCS shall support at least one type of such service such as kiosks, interaction with 
store clerks, or use of gift card type packages. The TSP shall be responsible for entering into all necessary agreements with merchants participating in the retail 
distribution network. All such agreements shall be assignable to the Joint Board or its designee. 

X   

  

Note: Proposer shall specify the type or types of retail distribution networks to be provided with the TCS. 
 
Proposer Response: 

 

 

 

 

    

BO-126 
The TCS shall have functions to support a cash-replenishment network to provide cash based replenishments in retail locations and shall describe the customer 
experience for the cash replenishment network in the System Documentation. The BOS Operations Plan shall identify any differences in Business Rules to be 
applied at the retail locations. 

X   

  

Note: The Proposer shall describe in this Technical Response Form the customer experience for the cash replenishment network. 
 
Proposer Response:  

 
 

 
 

 

  
  
  

    

BO-127 The Toll System Provider shall provide financial and operations reporting for the cash based replenishments network.   X   

  
Note: The Toll System Provider shall describe the interface with the cash replenishment network provide and the operations and financial reporting for the interface 
in the System Documentation. 
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Proposer Response:  

 
 

 
 

 
 

 

 

BO-128 It is desired that the cash-replenishment network provide functionality for customers to purchase transponders, pay invoices or Violations and support balance 
inquiries on customer accounts.   X 

 

Note: The Proposer shall describe in this Technical Response Form the customer experience for the cash replenishment network. 
 
Proposer Response: We will work with a cash payment partner. The functionality we provide for existing agencies is: 

• Notice or statement is sent to the customer 
• The customer brings the notice or statement to the cash payment point. 
• By scanning the barcode on the notice or statement, the cash payment network is enabled to query VECTOR 4G, providing the balance due 
• The customer then pays either into their account, or pays a specific notice, and this fact is communicated to VECTOR 4G 

  

BO-129 It is desired the Toll System Provider provide functionality to allow customers without an account to pay for tolls prior to the issuance of a Customer Statement.  X 

  

Proposer Response: VECTOR 4G’s AET-based account modules accommodate the receipt of payments at any point in the transaction lifecycle. Specific account 
types such as the short term video account’ (STVA), ‘unregistered video account’ (UVA) and even anonymous accounts are purposed to address a non-traditional 
customer relation, or the early payer. VECTOR 4G accepts all payment methods, including cash, checks (travelers, cashier, money orders, guaranteed drafts, 
personal or business), bank wire transfers, credit cards and branded debit cards, and ACH. The IVR system accepts ACH payment, credit and branded debit cards. 
Walk-in centers accept electronic bank transfer (EBT) payments. 

  

BO-130 

The Toll System Provider is responsible for DMV lookup for all other States and Provinces. The TCS shall track all files transferred to each DMV with which it 
interfaces and track how many files were transferred successfully resulting in a license plate return and address, and also how many requests were returned 
unsuccessfully. The Toll System Provider shall also interface with Nlets through an existing INDOT agreement if existing access to Nlets is not included in the 
Proposer’s response. Proposer will be required to establish and maintain all required certifications to utilize the Nlets interface regardless of which access is 
incorporated into the proposal. 

X  
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Note: The Proposer shall describe its existing out of KY or IN State and Province lookup process in its Technical Response Form. The Proposer may use an existing 
Nlets interface if already available and functional within the Proposer’s system. 
 
Proposer Response:  
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CS-001 

The Toll System Provider shall supply appropriate staffing for a fully functional and operational CSC to support tolling operations of the Project. These services shall 
include, but are not limited to, 1) account management and maintenance services, 2) Customer Website services, 3) mailroom operations, 4) customer communications 
through phone, email and or text, 5) interoperability and reciprocity, 6) internal or external financial and lockbox operations, 7) ETC and image review processing, 8) 
Transponder inventory and fulfillment, 9) Violation processing, 10) internal or external administrative and court collections processing, 11) Walk-up Center operations, 
12) quality assurance and quality control, 13) training, 14) management, oversight and personnel services, 15) reporting, 16) security of information, and 17) equipment 
in order to successfully collect toll revenue for toll customers. The Joint Board shall have no responsibility for increases or decreases in actual levels of equipment, but 
the Joint Board will pay for some limited services and facilities using Pass-Through Cost Items as defined in the Contract.  

X   

 

Proposer Response: Our approach to staffing for the LSIORB program will support all of the disciplines required in a successful, fully functional and operational CSC. 
We propose a combination of dedicated resources in program management, finance, quality assurance and customer service,  

 and shared resources in facilities, technology services, image review, payment processing and mail house.  you’ll be able to regularly 
interact with the key personnel on your program, developing a true partnership as we work together creating a best in breed customer service experience for your 
customers. For over two decades, we have been afforded the benefit of operating and managing a wide-array of tolling programs across the country, each unique in 
size, scope and geographic location. We have built and equipped facilities from the ground up, recruiting and training thousands of employees to satisfy the 
requirement for each program. We are active participants within our host communities, representing our customers in the best way possible while delivering world class 
service to millions of customers. We are excited to leverage the experience we have gained while designing, implementing and operating tolling programs for 22 
transportation agencies to establish a state-of-the-art CSC for LSIORB. 

  

CS-002 

The CSC shall be staffed with personnel that are experienced and knowledgeable in toll industry practices, and the Toll System Provider shall provide trained, 
competent and courteous customer service staff to assist individuals and businesses in managing their toll accounts. The CSC shall provide all services required to 
enable customers to pay tolls by use of a Transponder or image capture of their license plate or through the Violations and collections process; including accounts from 
interoperable toll agencies, and the resolution and payment of toll bills, notices and collection of civil penalties for unpaid tolls. 

X   

 

Proposer Response: We seek personnel with initiative, proven performance, critical-thinking capabilities, attention to detail, time management skills, and dedication to 
quality service. For our tolling programs we seek professionals with industry and complimentary experience in program management and operations. Front line staff 
must possess the requisite soft skills and experience required in a customer centric environment. Our recruiters screen candidates before forwarding the resumes of 
promising candidates to hiring managers, who schedule and conduct formal job interviews. Where applicable, we require individuals to pass tests of skill and 
knowledge relevant to the position for which they are being considered in areas such as customer service, presentation, and written communication. 

Our multi-faceted approach is tailored to the specific work scope and employee skill set being provided for the project: System implementation; CSC operations; and 
maintenance. We are ready to deliver the all of the technical requirements for staffing, build-out, equipping, operations, systems installations and maintenance outlined 
in the RFP. The operations functions will include; Program management, financial reconciliation, quality assurance, call center, walk-up center, violations and 
collections, image review, transponder distribution, mail processing and lockbox services. 

  

CS-003 Customer service representatives shall provide all services related to toll accounts for toll customers, to include account opening, replenishments, account closings, 
answering inquiries, processing Violations, and handling collections or billing issues.  X   

 

Proposer Response: Our CSC staff will be trained across all functional areas in the CSC which enables us to assign staff to areas in need of assistance due to 
unexpected volume spikes. All CSRs will complete a comprehensive training program that readies them to handle all the respective functions for the CSC, including but 
not limited to toll account establishment, replenishments, account maintenance, customer account inquiries, violations processing, and other related handling of 
collections and billing issues. 

  

CS-004 

The Toll System Provider shall provide customer service representatives who can provide basic customer service functions over the telephone, in person, or via mail or 
the web, for all account types. The Toll System Provider shall provide CSRs who can perform customer service tasks include opening accounts, retrieving account 
information, updating account information, vehicle information, replenishing accounts, changing credit card or replenishment sources, issuing new or replacement 
Transponders, accepting returns of Transponders, closing accounts, establishing and billing postpaid accounts, refunding errant charges or remaining balances on 

X   
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closed accounts and assisting customers with troubleshooting. Additional tasks such as cash collection, change runs, inventory control, etc. shall be provided as 
necessary to provide a complete CSC operational facility. Oversight of human resource issues such as time clocks, appropriate conduct and attire are the sole 
responsibility of the Toll System Provider. 

 

Proposer Response: Our staffing approach is proven and tailored to the specific work scope and employee skill-set. Our team of subject matter experts will hire and 
train customer service representatives to support all functional areas of the CSC operations to meet and exceed this requirement. CSCs will provide basic customer 
service over the phone, in person, via mail or web for both ETC and AET accounts. Supplemental training is given to staff members who work in specialized areas, 
such as image review, mail processing and transponder inventory. Our Human Resource Plan will include job descriptions, human resource policies and procedures 
that include dress codes to ensure appropriate conduct, neat and professional appearance at all times.  

  

CS-005 The TCS and the Toll System Provider’s policies and procedures shall support first contact resolution of any customer issues. X   

 

Proposer Response: Our primary objective is to satisfy the needs of our customer and deliver excellent customer service from the initial point of contact through 
dispute or complaint resolution. It is critical that we resolve all inquiries while providing accurate program information over the phone, in person at the walk-in center, or 
through accurate and timely delivery of all customer communication. We agree that the best delivery of service is one where a customer’ issue is resolved at first 
contact and not burdened by bureaucratic policies. We will work with you to define those exceptional circumstances where a customer’s issue must be escalated. Our 
electronic CRM tool enables us to quickly route escalated issues to the appropriate party and allowing for expedited resolution. 

Our operating procedures will include a defined dispute and issues resolution matrix for our Call Center CSRs, Walk-Up CSRs and specialized correspondence 
representatives to reference when resolving disputes and customer issues, including investigative research, validating claims, and handling all correspondence that 
requires agency involvement for resolution. All communication channels are integrated with VECTOR 4G’s workflow component and effectively provide your customers 
with multiple self-service and automated features along with access to highly trained customer service professionals. 

Providing customers with the opportunity to dispute toll charges through self-service web enables us to resolve customer issues as quickly as possible. Once a dispute 
or issue is entered online by a customer, a Service Request (SR) is created in the system and forwarded to the appropriate departmental queue for processing. A CSR 
equipped with the necessary training will effectively research the dispute and provide the customer with a determination in accordance with agency business rules. 
Issues brought to the correspondence team may require researching other Agency toll rates or contacting other interoperable agencies to help with resolution. Once a 
determination has been made, a dispute determination notification is generated and delivered based on the delivery method chosen by the customer. 

We understand that some customers prefer a more personalized approach to toll disputes. For disputes made by mail or in person at a walk-in center, hardcopy 
documents received by the customer are scanned into the workflow system creating a service request. Our service request process, regardless of the point of initiation, 
allows for the tracking of all disputed transactions, determinations, and application of payment to resolve the dispute per agency policy. 

  

CS-006 The Toll System Provider shall provide a toll free number for inbound customer calls. The Toll System Provider shall minimize transfers and follow-up calls. X   

 

Note: The Proposer shall demonstrate in this Technical Response Form how its policies and procedures will satisfy this requirement. 
 
Proposer Response: Our success in managing 
large call centers is not solely based on headcount, which drives cost, but also technology and innovations to drive operational efficiencies and process improvements, 
combined with leadership and training. We will use best practices from other CSCs to provide call center support for your ongoing operations, including a toll free 
number for inbound customer calls. 
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CS-007 The Toll System Provider shall provide customer service staff access to a complete customer interaction history for all payment channels to support the resolution of a 
customer inquiry.  X   

 

Proposer Response:  
 

 

 
 

  

CS-008 The Toll System Provider shall maintain a written record of all customer interactions with the BOS so that TSP shall maintain a complete history of account information. X   
 Proposer Response: As detailed within CS-007, we will comply with the requirements for CS-008.    

CS-009 The Toll System Provider shall track and categorize all customer communications by customer, type of communication, dispute status and type of problem as recorded 
in the TCS. X   

 

Proposer Response: 
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CS-010 The Toll System Provider shall access data to handle communications, interactions, and workflow management within the TCS. X   

 

Proposer Response: All communication channels are integrated with VECTOR 4G’s workflow component and effectively provides your customers with multiple self-
service and automated features, along with access to highly trained customer service professionals. Our primary objective is to satisfy the needs of the customer and 
deliver excellent customer service from the first interaction. VECTOR 4G records and maintains historical data of all customer contacts at the account level. 

 

 
 

  

CS-011 The Toll System Provider shall provide a consistent customer experience across all payment channels. X   

 

Note: Proposer shall describe in this Technical Response Form how its policies and procedures demonstrate that it will provide a consistent customer experience for 
customers interacting with the CSC to make payments in any of the available methods 

Proposer Response: Customers expect a consistent, positive experience every time they interact with the CSC. Whether the customer is opening an account, making 
a payment or obtaining program information, consistency must be maintained across all of the channels of communication that we offer. We go the extra mile to better 
understand prior interactions by a customer and their past histories with account maintenance and usage. Our goal with every interaction that we have with a customer 
is to resolve the pending issue during the first point of contact without being transferred from one communication channel to another, creating a multistep interaction. 
Three fundamental elements needed to deliver a consistent customer experience across all communication channels are an integral part of our policies and 
procedures: 

• A unified communications model. We queue, route, and work on every interaction over all communication channels in the same manner, following all established 
business rules, policies and procedures. 

• A unified view of the customer. VECTOR 4G provides each CSR with a full view of all customer interactions across all communication channels to better equip the 
CSR with the customer’s history and prior interaction. 

• Unified knowledge and data. VECTOR 4G provides CSRs with consistent customer data and information across all communication channels to deliver consistent 
instruction and guidance. 

We deliver these three elements through robust solutions for both voice and electronic channel management (e.g., email, chat, and SMS). While some providers are 
limited to managing the voice channel independently from electronic channels due to organizational technology restraints, VECTOR 4G delivers on the promise of a 
consistent customer experience. Our solution incorporates the same routing and queuing model for voice and electronic interactions, keeping key customer data in front 
of the CSR during customer interactions regardless of the channel used to enhance productivity while providing them with all of the necessary information to best serve 
the customer. 
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CS-012 If the Proposer’s system architecture is such that the images are stored at the Roadside System, it is desired that the Toll System Provider provide the ability to retrieve 
images and Transactions from the Roadside System for any customer communications.   X 

 

Proposer Response: Our transaction processing protocol function guarantees that files will only be delivered once to prevent data integrity issues with multiple 
transactions. This is also accompanied by an acknowledgment process that validates the contents of the file and sends a confirmation message transmitted through 
secure file transfer protocol (SFTP). VECTOR 4G will post transactions per your business rules, distinguishing between AVI and image-based transactions while 
applying the appropriate toll rates. 

 
  

CS-013 

Toll System Provider shall maintain a record of all customer complaints and disputes. All contacts with customers regarding complaints and disputes shall be entered in 
a customer complaint log and linked to the customer’s account, and all subsequent contacts, responses and actions shall be noted in the record, through resolution and 
final disposition. The record shall identify the customer, means of contact, date, time, issue, action, and identity of CSR responding to the customer information. The 
record shall be maintained in accordance with the data retention policy period and shall be available to the Joint Board upon request. 

X   

 

Proposer Response: 
 

 
 

 
 

  

CS-014 The Toll System Provider shall support the Joint Board and its consultants in communicating with, media representatives, community representatives and other 
stakeholders. X   

 

Proposer Response: We will support the Joint Board and its consultants to provide effective communications related to the CSC in full compliance with LSIORB 
standards and policies. Many of our programs have provided marketing support and expertise at the request of agency executive staff and elected officials within town 
hall forums. We have participated in programs to increase ETC penetration rates at local fairs, events and shopping centers. We have also designated participants to 
represent clients for matters concerning the E-ZPass® Group such as the EZG’s Reciprocity Task Force. Our experience will help us to serve not only as a valuable 
partner to you, but also as an exceptional representative. 

  

CS-015 The System(s) shall record and report in the TCS the types of customer communications being received by the TCS including email, fax, SMS, phone call, letter, retail 
location or Walk-Up Center visits.  X   

 

Proposer Response:  
 
 

 
 

  

CS-016 
The Toll System Provider shall develop procedures, and training materials for responding to customer communications. 
 
 

X   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 105 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

 

Proposer Response: Our training program is comprehensive and will include training and training materials for responding to customer communications. Our 
VECTOR 4G ad-hoc correspondence templates ensure consistency while allowing generation of content tailored to customer account queries and disputes. This 
correspondence can then be either transmitted, based on customer preference, via USPS through the mail house, email or faxed to customers through the VECTOR 
application. 

  

CS-017 The Toll System Provider shall provide an option that the customer may select on the IVR to obtain answers to a set of FAQs and answers developed by the Toll 
System Provider. Toll System Provider shall also include any FAQs and answers that the Joint Board submits to Toll System Provider for inclusion in the IVR FAQs. X   

 

Proposer Response: The primary objective of the call center is to satisfy the needs of each caller and resolve all inquiries as part of the communication. Although the 
IVR can be an efficient method of handling customer inquiries, an easy to follow script is critical to customer acceptance. When calling the LSIORB interactive voice 
response (IVR) system, customers will have the ability to perform self-service functions 24 hours per day, 7 days per week and interact with the customer database in 
real time to retrieve customer requested information including access to frequently ask questions (FAQs) such as locations, directions, hours of operations. We will 
work closely with you to develop additional FAQs that the Joint Board deems pertinent relative to program trends, advisories or public service announcements via the 
IVR as well as the web.  

  

CS-018 The Toll System Provider shall regularly update the FAQs and responses for accuracy and timeliness. Toll System Provider shall describe its procedures for updating 
FAQs and responses in the CSC Operations Plan. X   

 

Note: Proposer shall describe in this Technical Response Form how it will develop a process and implement a procedure to ensure that the FAQs and responses are 
regularly updated. 
 
Proposer Response: Pertinent information vital to a customer’s understanding of the program will change throughout various phases of implementation and will 
continue to evolve during ongoing operations. As a result, our operations team will work with the Joint Board to identify current, key information to be included within 
customer-accessible FAQs available and updated regularly via the IVR, website and from a CSR. We will share past experiences and trends that we have encountered 
while maintaining FAQs for other Xerox programs, however we will be certain that the Joint Board is comfortable with any adjustments or updates that will be 
recommended to the FAQs and that pre-approval will be required before materials are formally updated. The changes to the web, IVR and CSR scripts can often be 
changed within hours. 

  

CS-019 The Toll System Provider shall ensure that the Customer Service Center staff are trained by system Suppliers, and are provided with TSP provided manuals including 
online manuals to support the resolution of interactions. CSR staff shall also be provided with a decision tree and referral directory. X   

 

Proposer Response:  
 
 

 
 

  

CS-020 The TCS shall have implemented appropriate security and controls to protect the data from unauthorized use and unauthorized users. X   

 

Proposer Response: We are dedicated to serving as your trusted partner throughout the life of this project and beyond and for that reason, we have implemented a 
comprehensive security management program that manages internal risks and security operations. We are an experienced Merchant and Service Provider of PCI Data 
Security Standard (DSS), and currently maintain PCI DSS compliance for multiple Level 1 and Level 2 transportation agencies. Our solution includes comprehensive 
security controls to prevent disclosure of sensitive or confidential data. Security controls will be implemented in areas managed and maintained by Xerox Services, 
which usually include network, server systems, applications, databases, data transmission, data center and service center processes. 
 
 

  

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 106 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

Our approach to security consists of features and control implemented for the network, system, application, and data layers of your solution. We implement processes 
and technologies to prevent unauthorized access, data loss, and data integrity loss. Specifically, security maintenance and monitoring processes will provide access 
and data protection. 

There is a strict process for requesting access to system as well as a robust process for reviewing access. User accounts (servers, databases, VPN, applications) are 
formally requested and approved through an internal access request forms and systems. Provisioning and granting access is centrally managed, and there is a regular 
quarterly process to ensure all user accounts are still valid and appropriate. An automated management process triggers the appropriate notification to ensure accounts 
are promptly removed for employees and contractors who have left the company. 

 
 

Requirements related to role-based access controls and password policies are outlined in Table ZZ. Role-based security and principle of “least possible privilege” is 
implemented for the applications, systems, and network devices. Access to card data is restricted to the fewest number of individuals as possible. At the system level, 
only a handful of database administrators have access to cardholder data, and they have signed confidentiality forms where they agree to protect the data and prevent 
unauthorized use. 

 

 
 

CS-021 The Toll System Provider shall provide reports on customer communications status and the resolved reason code for resolution in the Monthly Operations and 
Maintenance Report. X   

 

Proposer Response: Every customer contact, via every customer communication channel is captured in VECTOR 4G as a service request, providing a complete audit 
trail from inception through resolution. Detailed and summary reporting is available to authorized users to manage work groups, identify service issues and to track 
compliance and performance. We will work closely with you during the report design phase to determine the requirements of a customer communications report 
purposed for inclusion in the Monthly Operations and Maintenance Report.  

  

CS-022 

The average mean time for Toll System Provider to respond to all customer communications shall be as follows. 
• Response to customer emails – 3 days during Startup Operations and 1 day during Steady State Operations. 
• Response to Voicemails – 3 days during Startup Operations and 2 days during Steady State Operations. 
• Response to Written Correspondence – 5 days during Startup Operations and 3 days during Steady State Operations. 

The Toll System Provider shall report the average mean time for response to customer communications on a monthly basis in the Monthly Operations and Maintenance 
Report, and shall also report minimum and maximum customer communications times. 

X   

 

Proposer Response: We are committed to providing excellent customer service and will strive to achieve the customer communications response requirements as 
stated. The best way of ensuring timely, accurate and professional response is to have clearly defined policies and procedures providing explicit guidance to CSRs 
addressing the vast array of reasons your customers will communicate with the TSP. Our experience has proven that there are numerous exceptions and mitigating 
circumstances that arise requiring escalation, extensive research or input from a third party and we will work with you prior to go live to identify those operational 
conditions and their impact on customer communication response procedures. Xerox will report on the average mean time for response to customer communications 
on a monthly basis in the Monthly Operations and Maintenance Report, and shall also report minimum and maximum customer communications times. 
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CS-023 The Toll System Provider and the TCS shall provide capabilities to record in writing customer disputes concerning Customer Statements, processing and enforcement 
actions. X   

 

Proposer Response:  

 

 

  

CS-024 
The Toll System Provider (IVR and Web) customer communication channels shall provide information advising customers of the available service options including 
identification of the appropriate customer contact point for specific issues, payment of Customer Statements, and directions for converting a Customer Statement to a 
prepaid ETC Account or Registered Video Account. 

X   

 

Proposer Response: All communication channels are integrated with VECTOR 4G’s workflow component and effectively provide customers with multiple self-service 
and automated features. It’s comprehensive Web and IVR integration also provides intuitive, user-friendly self-service customer support options to allow customers to 
create or convert accounts, update and modify their account profiles, make payments with 24/7 access. Both the IVR and Web will direct customers to program FAQs, 
which will provide responses and instructions to questions or comments commonly posed to the CSC. We will work with the Joint Board to ensure that the FAQs made 
available for customers is not only current, but encapsulates responses to trending issues as the program evolves. 

  

CS-025 The TCS shall post Traffic Transactions to existing accounts for customers who have Registered or Unregistered Video Accounts and the TCS shall create accounts 
based on Traffic Transactions for customers who do not have existing Registered or Unregistered Video Accounts. X   

 

Proposer Response:  
 

 

 
 

  

CS-026 The TCS shall provide the means for potential customers who do not yet have an account to access general information about the Project from the Customer Website, 
IVR or CSRs. X   

 
Proposer Response: Without an account, potential customers will have direct access to important program information made available through the customer website, 
IVR or CSR, including but is not limited to the following types of information: benefits of tolling program, downloads of customer materials, such as account application 
and user guides, listing of account types, tolling facilities and toll rates, discount programs and descriptions, customer service contact hours and locations. 

  

CS-027 The Customer Website shall provide access for customers who do not have a Transponder to pay tolls and Violations or sign up for a Registered Video Account. X   

 

Proposer Response: Our customer website will prominently display links on the Customer Website homepage that leads customers to pages in which they can pay 
tolls and violations or sign up for a Registered Video Account. Invoice holders use a separate portal to enter login credentials and access invoice functionality. 
Transactions and associated images can be viewed and payments made by credit and debit card or ACH. Invoice history can be displayed and past invoices 
downloaded as PDFs. The benefits of opening an account are promoted and single-click links provided to initiate the process to convert to a registered account. 
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CS-028 The Toll System Provider shall provide a user configurable fee structure to be used for customers to make arrangements to pay tolls and establish a payment plan. X   

 

Proposer Response: VECTOR 4G creates configurable fee structures that can be applied towards accounts in which customers are seeking arrangements to pay tolls 
and/or establish a payment plan based on terms defined by the Joint Board. It is our recommendation that once a customer has committed to a specialized payment 
arrangement, they are restricted from incurring future violations or the plan agreement will be in default and additional fees may be assessed. Consistent with violation 
payments, full or partial payments of tolls and associated fees can be made in person at a Walk-Up Center through all payment types or via the IVR or Web, which will 
accept credit/debit card or ACH. We actively promote customer enrollment to E-ZPass and would recommend special programs such as violation conversion offers 
(VCO) in addition to payment plans to lower violation rates while increasing penetration rates. 

  

CS-029 The TCS shall address customer account communications including adding vehicles, requesting a Transponder, account maintenance and payments. X   

 

Proposer Response:  

 

 
 

  

CS-030 The CSC staff shall identify potential system and service issues from their interactions with customers. Customer Service Center staff shall communicate with and 
provide feedback to the Toll Operations Center or Joint Board in a timely manner. X   

 

Proposer Response: Our quality management approach drives continuous improvement in our products and services by monitoring and measuring the effectiveness 
of our processes, taking informed action to prevent potential issues, and responding to feedback from our customers. Our rigorous, multi-faceted operations quality 
assurance program maintains fast, accurate and positive customer relations within the framework of a robust Quality Management System that ensures quality delivery 
of products and services throughout the project lifecycle. Customer feedback is extremely important to us not only to let us know how we are doing, but to help us 
identify potential system and service issues or to better articulate program areas that may not be presented in a clear or efficient format. Our relationship with you is a 
cooperative one, and we will escalate customer feedback to the TOC and Joint Board to ensure that collectively we are doing all that we can to best serve our 
customers. 

  

CS-031 
The Toll System Provider through the CSC shall monitor the Customer Website, provide notices and daily informational updates to the Customer Website as needed, 
and coordinate those updates for approval by Joint Board. The CSC shall ensure that Customer Website operations meet Performance Requirements by performing 
routine checks on the Customer Website account management system, and the Customer Website informational page.  

X   

 

Proposer Response:  
 

 
 

 
 

  

CS-032 

The Toll System Provider shall ensure that the toll customers’ inbound and outbound mail is handled accurately, expeditiously and confidentially while at the same time 
operating in a cost-efficient manner. The CSC shall log any and all mail room activity which is not automatically tracked by the TCS. The CSC shall time and date 
stamp and log all incoming mail and shipments. The mailroom shall be kept clean and orderly with a minimum of materials out of storage at all times. Valuable items, 
particularly inventoried items such as Transponders, shall be stored under lock and key when not in use. Mail room services shall be appropriately staffed to ensure 
that all mail transactions are completed daily with no backlog before close of the mail room, and in compliance with Performance Requirements. 

X   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 109 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

 

Proposer Response:  
 

 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 
 

 
 

 

 

  

CS-033 

The Toll System Provider and CSC operations shall be responsible for printed material and the preparation and mailing of all outbound mail or shipments including but 
not limited to: notices of expiring credit cards, notices of account balances dropping below a configurable balance, billing and Violation notices up to and including 
collection notices, Transponder kits to customers, Transponder retail packages to retail outlets, and Transponders being returned to the manufacturer for any reason. 
The Toll System Provider shall provide quality control and approval of all outgoing Correspondence before release from the mail house or internally at the CSC. TSP 
shall assemble typical mail distribution packages that may include a Transponder package kit with marketing branding logos, a mounting instructions sheet and a terms 
and condition statement. TSP shall use such marketing items, branding or logos as the Joint Board may direct during the Term. TSP shall obtain Joint Board prior 
approval of Transponder kits, instructions, and packaging. 
 
 

X   
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Proposer Response:  
 

 
 

 
 

 
 

 
 

 

 
 

 

 
 

 
 

 
  

  

CS-034 

The Toll System Provider shall provide for all users of the toll road the ability to pay tolls automatically with their toll account from interoperable and reciprocal tolling 
members of the IAG. TSP shall provide CSC services to interoperable agency customers. TSP shall perform regular transaction and financial reconciliation with each 
interoperable toll agency, and monitor all required file exchanges, dispute processing and resolution and the sending of final reciprocity amounts through the 
established Joint Board channels for fund exchanges. TSP shall perform all processing including final settlement. The CSC shall service Project toll customers in their 
use of other toll authorities’ facilities to the greatest extent possible and fully support “away” customers using the Bridges. 

X 

  

 

Proposer Response:  
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CS-035 

The Toll System Provider shall provide a lockbox operation that includes extensive oversight of the process, controlled access, CCTV monitoring, processes and 
procedures for disposal of incoming mail materials, archiving if available, control of paper usage in the lockbox area and attention to detail. The Toll System Provider 
shall provide a staff to support lockbox operations and provide mail opening processes, scanning of mail procedures, receipt of funds through the mail, acceptance of 
any Correspondence addressed to the lockbox P.O. Box, and any Correspondence for the Project.  

X 

  

 
Proposer Response:  

 
 

 
 

CS-036 

The Toll System Provider shall ensure that all money is handled and accounted for in a timely manner. Toll System Provider shall provide the Joint Board with all 
necessary tools to enable it to track all System activities involving the handling of money and verify reconciliation processes easily and quickly. Employees of the Toll 
System Provider who handle cash must pass a level of security clearance established by the Toll System Provider and approved by the Joint Board. All TSP Personnel 
with access to money or account information shall undergo and pass security screenings consistent with Good Industry Practices prior to assignment to the Project. 
These screenings shall be documented and available for Joint Board review. 

X 

  

 

Proposer Response:  
 

 
 

 

   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 112 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

 
 

 
 

 
 

CS-037 The Toll System Provider shall provide oversight of Transaction processing such that the CSC has valid, accurate and reliable information from the TCS to successfully 
service the customer accounts.  X   

 

Proposer Response: In VECTOR 4G we use the industry-leading transmission protocol function that will provide guaranteed delivery for all transaction files. System 
monitoring and data validity checks are components of regular Quality Assurance procedures. QA Analysts continuously monitor and evaluate all interfaces between 
the TCS and program performance. As a result of having both strict operational controls in place and performing ongoing internal audits within all departments, the 
confidence that we have with VECTOR 4G’s system and operational performance ensures that the CSC services customer accounts with valid, accurate information. 

 

 

CS-038 
The Toll System Provider shall provide an image review staff and supervisors to manually enter license plates which are not or cannot be read through OCR Software 
and maintain Performance Requirements for image review staff and backlogs. This team shall be responsible for review of all images that do not pass the OCR with a 
confidence level of percentage threshold that is configurable in the System.  

X 
  

 

Proposer Response:  
 
 

 
 

 

 

 

CS-039 The TCS shall process Traffic Transactions and Financial Transactions in the same way for both Project Customers and interoperable customers (except for additional 
steps as identified within the E-ZPass Agreement) so that both customer groups have the same customer experience. X 

  

 

Note: This requirement is to ensure that all Transactions are processed in a timely manner and treated in a consistent manner regardless of Transaction type. 

Proposer Response:  
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CS-040 
It is desired that the Toll System Provider provide a second image review by a different clerk or supervisor to verify the initial image review clerk’s results when a 
license plate was read and assigned a high confidence level, but the information appears to be incorrect, or the license plate has not been seen before or cannot be 
recognized or read.   

X 

 
Proposer Response:  

   
 

CS-041 The Toll System Provider shall accurately identify new and un-matched license plates to the correct owner of record using search tools and mechanisms consistent 
with Good Industry Practices.  X   

 

Proposer Response: 

  

 

CS-042 The Toll System Provider shall provide that license plate image interpretation results are accurately entered into Transaction records, through implementation of the 
image review Business Rules approved by the Joint Board, and shall provide spot checks and internal quality control checks of automated image processing system. X   

 

Proposer Response:  
 

 
 

 

 

CS-043 

The Toll System Provider shall ensure that image review clerks perform quality control procedures on images entered, and update data for those images not 
recognized automatically. 
 
 
 
 

X 
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Proposer Response:  
 

 
 

 
 

 
     

CS-044 

The Toll System Provider shall provide that Transponders owned by or in the care of the Joint Board are handled and accounted for in a secure manner. Toll System 
Provider shall ensure that only authorized users are allowed access to the System or facilities to handle the Transponders. Reports of Transponder inventory shall be 
generated and reviewed by Toll System Provider not less than monthly. The Toll System Provider shall be responsible for all Transponders under its or its agents or 
subcontractors’ control. This shall include financial responsibility for damaged or stolen Transponders in the Toll System Provider’s inventory. 

X 

  

 

Proposer Response:  
 

 
 

 
 

 
 

 
 

 

 

 

CS-045 

The CSC shall accurately track and report the location and distribution of all Transponders. Controls such as bar coding, warranty and location of each Transponder 
shall be tracked upon initial receipt into inventory, whether in the CSC inventory storage, with a CSR in the CSC or Walk-Up Center, in the mail room or remote facility 
locations, at a retail outlet prior to sale and registration, assigned to a customer account, reported lost, damaged or stolen, returned to the CSC to be sent back to the 
manufacturer, or returned for disposal. 
 

X 

  

 
Proposer Response:  
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CS-046 

The CSC shall take a weekly physical count of Transponder inventory, and shall be responsible for inventory reconciliation every week, and when inventory is received, 
or transferred to and from locations. Inventory reports shall include minimum order levels. The Toll System Provider shall notify the Joint Board when new 
Transponders need to be ordered. The Joint Board shall purchase the Transponders in the types and quantities recommended by the TSP and transfer them upon 
receipt to the CSC for inventory management. The Toll System Provider shall verify the receipt of Transponders and shall acknowledge such receipt to the Joint Board. 
Toll System Provider’s notice to the Joint Board requesting transponder orders must incorporate purchasing lead times to ensure there is never a shortage of 
Transponders on hand. 

X 
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Proposer Response:  
 

  
 

 

 

 

 

CS-047 
The Toll System Provider shall keep Transponder kits in inventory and include them with Transponders distributed over-the-counter, via mail, or through retail outlets. 
The kits shall include read prevention bags, Bridge maps, mounting instructions, terms and conditions, marketing and branding logo mailer. The CSC shall be 
responsible for maintaining an adequate inventory of Transponder kits. 

X 
  

 

Proposer Response: In 2013, we distributed over 1.6 million tags and will ensure that adequate inventory levels of Transponder Kit materials are maintained and 
delivered along with each transponder request. All items included in the kit will be prepared and stocked as part of the transponder distribution preparation process. We 
will maintain an inventory of the items required in CS-047 to ensure inventory is always available. Low inventory thresholds will be established to indicate reorder 
points, including production lead times. Mailing envelopes used will ensure transponders are not damaged during shipping. We will use our knowledge of the retail 
program distribution methods and packaging that has proved very successful in many areas. During the design phase, we will work closely with you in the design and 
approval for all customer correspondence included in the Transponder Kit. 

 

 

CS-048 
The Toll System Provider shall provide adequate secured space for Transponder inventory storage, adequate secured space for fulfillment operations and adequate 
secured space for designated secured locations for mail drop. X 
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Proposer Response:  

 
 

 

 

CS-049 
The Toll System Provider shall support and process Transponders purchased by customers at other E-ZPass interoperable toll agency customer service centers. The 
TCS shall provide functionality to support monthly fees for different types of Transponder accounts (e.g. E-ZPass accounts may have a service fee whereas the local 
6C Transponder based accounts may have no fee or a different fee). 

X 
  

  

Proposer Response: The ability of the system to handle variations in transponder fees and flexibility in various other account fees is a key feature of our ETC 
customer service platform. VECTOR 4G system design implements a variety of configuration tables that make changing the fee policies and amounts a seamless 
process. The system separates out all financial transactions that can occur on the ETC account and makes the attributes associated with those transactions as 
configurable variables. Therefore, fees charged to the customers, such as transponder fees, statement fees, and account maintenance fees are all configurable values. 
Each fee is assigned a unique transaction code and category/sub-category. This allows the CSC to report and reconcile the fees charged in the system. 

VECTOR 4G’s inventory module supports leasing or selling of transponders based on the account type. The system can be configured to lease the transponder for 
private account holders and sell the transponder to business account holders. The transponder also has a status that indicates the current operational mode of the 
transponder. When issued to the customer, the status changes from INVENTORY to ACTIVE. When a customer reports a transponder as lost or stolen, the status of 
the transponder is changed to LOST or STOLEN. The system has a policy table to charge a fee based on the issue type and the change in status. A sample of 
configurable data is shown below as Table CS-049-1. 

Table CS-049-1. Sample Configurable Data 

Issue Type Tag Type From Status To Status Fee 

LEASED INTERIOR ACTIVE LOST/STOLEN $23.00 

LEASED EXTERIOR ACTIVE LOST/STOLEN $35.00 

LEASED LICENSEPLATE ACTIVE LOST/STOLEN $40.00 

SOLD INTERIOR ACTIVE LOST/STOLEN $0.00 

SOLD EXTERIOR ACTIVE LOST/STOLEN $0.00 

SOLD LICENSEPLATE ACTIVE LOST/STOLEN $0.00 

 
If the transponder is subsequently located by the customer, the transponder may be reactivated based upon your business rules. 

    

CS-050 

The Toll System Provider shall provide staff to oversee, review, and process Violations that are generated from the TCS. This staff shall generate the paper version of 
the notices, review the notifications electronically and on paper, check the Violation for accuracy, ensure the Customer Statement is appropriate and legible and send 
the Customer Statement to the mail room for distribution. The Toll System Provider shall provide management that is responsible for answering escalated calls from 
customers not addressed by the CSR staff. 

X 

  

 

Proposer Response:  
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CS-051 

The Toll System Provider shall process all Customer Statements generated by the TCS based on approved Business Rules. It is desired that invoices clearly indicate 
fees and fines applicable to each individual Traffic Transaction included in the Customer Statement, and the total amount of fees and fines for the aggregate of all 
Traffic Transactions listed in the Customer Statement based on approved Business Rules. Invoices generated automatically by the TCS shall be reviewed for quality 
control and accuracy before processing the invoices and sending them to the customer. 

X 

  

  

Note: The Joint Board currently anticipates using a three-step Customer Statement process. The first Customer Statement will be for the amount of the toll owed. If that 
is not paid within thirty (30) days, a new Customer Statement will be sent which will act as a late notice. The charge on that Customer Statement will be for the amount 
of the toll and a late fee. If no payment is received within thirty (30) days, a final Customer Statement will be sent which will act as a Violation notice. The charge on that 
Customer Statement will be for the amount of the toll, the amount of the fee previously charged, and the amount of the Violation fine. If no payment is received within 
thirty (30) days after this Customer Statement is sent, the Violator’s account will be moved to the Collection Agency process, whether internal or external to the TSP, 
and, if the Violator is a citizen of a state with which the Joint Board has a reciprocal video toll enforcement agreement, communications with the DMV in the Violator’s 
state will begin and a hold will be put on the Violator’s vehicle registrations. This description is preliminary, is for information purposes only, and is subject to change at 
the sole discretion of the Joint Board. 
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Proposer Response:  
 

 
 

 
 

Table CS-051-1. Configurable Data for Enforcing the Escalation Business Rules 

From Level Next Level 
Payment 

Days 
Grace 
Days 

Invoice 
Fees 

Toll Fees Remarks 

New Invoiced 30 5 $0.00  $0.00  Invoice is mailed with 30 days for payment 

Invoiced FIRSTNOTICE 30 5 $0.00  $0.00  Notice of Non-Payment – First Notice is mailed 

FIRSTNOTICE SECNOTICE 30 5 $0.00  $0.00  Notice of Non-Payment – Second Request mailed 

SECNOTICE NOL 30 5 $0.00  $5.00  $5.00 fee charged for each unpaid toll and Notice of Liability 
mailed 
DMV marking for either MA plate or the driver license is 
performed 

NOL Collection 60 0 $0.00 $0.00 Unpaid NOL are escalated to collection 

Collection Court N/A N/A $100.00 $0.00 Optionally if required. Uncollected notices can be escalated to 
court and court fee can be charged if the configuration is 
defined. 

 

CS-052 

The TCS shall support administrative hearings in accordance with Kentucky Revised Statue Chapter 13B. The TCS shall suspend collections and all determined 
escalation times during the administrative hearing process. The TCS shall notify the Joint Board by email within 24 hours when an administrative hearing process is 
requested and all records associated with an administrative hearing shall be linked to the customer account. The Toll System Provider shall provide reports on the 
current number of administrative hearings by account and current status (e.g. open, pending, closed and associated resolution). 

X 

  

 

Note: An administrative hearing can only be initiated by a customer making a request. After the TSP notifies the Joint Board that a customer has made a request for an 
administrative hearing, the Joint Board will appoint a hearing officer. The hearing officer will send out the appropriate notices and provide the hearing schedule. The 
TSP will be asked to provide evidentiary support during the hearing. The hearing officer’s authority is limited to determining whether the toll charged is owed. Some 
examples of reasons the hearing officer may determine a toll is not owed include misidentification of license plate, errors in registration look up, and incorrect vehicle 
classification. If the hearing officer determines that the toll was correctly charged, the Toll System Provider will resume normal collection activities at the point at which 
they were suspended due to the administrative hearing process, unless the customer appeals the hearing officer’s determination to the Kentucky courts. If a customer 
appeals the hearing officer’s decision, the Toll System Provider shall continue to suspend collection activities against that customer until the court issues its ruling. If an 
appeal is made, the TSP will be asked to provide evidentiary support and possibly to provide a representative to act as a witness. 
 
Proposer Response:  

 where CSRs have prepared evidentiary packages while serving as expert 
witnesses during court proceedings. We will adhere to the Joint Board’s business rules and notification requirements related to the administrative hearing process,   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 120 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

advising of scheduled administrative hearings within 24 hours as information is received at the CSC. We will use VECTOR 4G reporting features to generate 
evidentiary support during the hearing, which typically includes account demographic information (name, address, vehicle/transponder information, payment methods 
and financial history, reports detailing all transactions escalated before the hearing officer, including images associated with each unpaid transaction, stamped with 
time, date, location and class of vehicle captured at the time of the instance.  

CS-053 
The Toll System Provider shall provide collection services to collect Collection Status Violations in accordance with the approved collections process set forth in the 
Business Rules during the Collection Status Violation Period. The collection services may be provided by the Toll System Provider directly or subcontracted through the 
Toll System Provider to a third party service.  

X 
 

 

Note: The total compensation to be paid to TSP for collection services as specified in the Toll Services Agreement shall be included within the Total Toll 
Collection System Operations and Maintenance Price (Years 1 through 7) as specified in the Proposer’s Price Proposal, plus the Collection Status Violation Fee, 
regardless of whether collection services are provided directly by the TSP or through a subcontracted third party service. 
 
Proposer Response:  
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CS-054 
The TCS shall provide a threshold dollar amount for escalation of accounts sent to collection. If the threshold is less than the configured amounts, the accounts shall 
not be sent to the Collection Agency for future pursuit but shall remain as a receivable in the TCS with the outstanding debts including tolls and fees due to the Joint 
Board. 

X 
 

  

Proposer Response: We will capitalize on our collection experience to work with you and the Joint Board to establish policies that will effectively identify threshold 
dollar amounts for accounts that will be escalated to collections. VECTOR is extremely flexible and can associate the established threshold or a configurable dollar 
amount to trigger the generation and issuance of an invoice. Our solution is designed to maximize the recovery of all tolls and fees due to the Joint Board in the 
quickest time frame possible, monitoring and reconciling all receivables at each stage during the violations and collections processes. 

    

CS-055 
The Toll System Provider shall provide Walk-Up Centers to provide face-to-face account establishment and maintenance service for customers; to distribute 
Transponders directly to the public; and to support revenue collection and oversight by the Joint Board. The Walk-Up Centers shall accept cash along with credit cards, 
checks, debit cards, and money orders. TSP shall provide management of a cash bank, armored car pickups, and secured access control at the Walk-Up Centers. 

X 
  

 

Proposer Response:  
 

 

 
 

 

 
 

 
 

 
 

 
 

 

 

 
 

  

 

 

CS-056 

The Toll System Provider shall lease space in its own name for the Walk-Up Centers. Two locations shall be required. One location shall be in Louisville, KY and the 
other location shall be in Jeffersonville, IN. At least 3 potential locations for each Walk-Up Center shall be submitted by TSP to the Joint Board for review and approval. 
At a minimum, Walk-Up Centers shall be equipped with a waiting room with chairs and writing surfaces, counter surfaces or counter space for customers, customer 
service representative counters, a small mail room and space for backup fulfillment activities, a small printing and production area, an area for copier, printers, and fax 
machines, a small secured inventory and storage space for Transponder management, an IT closet, a small break room with sink, drinking water, lockers and 
microwave, a supervisor’s office, separate accessible waiting room and hearing room, and one small office for a Joint Board employee on assignment or inspection. 
Walk-Up Centers shall meet American with Disabilities Act requirements for employees and customers and comply with all applicable Laws, building codes and 
standards. 
 

X 
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Proposer Response: As described in CS-055 above, we will provide the Joint Board with three potential locations for Walk-Up Centers (with one location in Louisville, 
KY, and another in Jeffersonville, IN) for approval. Each location will be will be in close proximity to the bridge and our staffing model will support the hours of 
operations and functions to meet and exceed the performance requirement objectives and key statistics. Both will be equipped with the requirements specified and will 
meet ADA requirements for employees and customers while adhering to all applicable Laws, building codes and standards to provide service functions such as account 
enrollment, payment processing and transponder distribution. We are happy to provide a proposal and work with the joint Board to open additional satellite Walk-in 
Facilities as needed. We have implemented different types of facilities with other ETC contracts, ranging from renting a full office space to using a counter next to a 
McDonald’s in a Travel Service Area along a highway. 

We approach a satellite office with the same intensity as opening our main facility. We will create the scope of the project, and all essential components along with lead 
times. We also adhere to all security requirements for all physical equipment and data lines, along with ensuring all physical customers personal information is 
protected. We will be flexible to ensure Joint Board’s objectives are met. Having conducted the build out of many Walk-Up Centers specific to the toll industry in the US, 
we are well-versed in what needs to be done for designing, procuring, receiving, and installing the various facility equipment, furniture, and other specialty items. 

 

 

CS-057 

The Toll System Provider shall be responsible for the Walk-Up Center storefront build out and shall provide oversight and timely completion. The Walk-Up Center build 
out shall be subject to review and approval by the Joint Board. Furniture, equipment, Hardware, Software, supplies, computers, printers, faxes, chairs, waiting room 
chairs, IT equipment, etc. shall be the responsibility of the Toll System Provider. The budget for the Walk-Up Center build out, construction plans, the furniture plans, 
and all equipment and supply lists shall be submitted to the Joint Board for approval. 

X 

  

 

Proposer Response: As referenced in CS-055,  and our past experience with facility build outs to provide oversight and timely 
completion of the Walk-Up Center locations. Build out budgets, building materials and equipment/hardware and software purchase plans, and timelines will be 
presented to the Joint Board for approval. Having conducted the build out of many Walk-Up Centers specific to the toll industry in the US, we are well-versed in what 
needs to be done for designing, procuring, receiving, and installing the various facility equipment, furniture, and other specialty items. 

 

 

CS-058 
Toll System Provider shall procure all necessary Utility services for the Walk-Up Centers. The Joint Board shall pay TSP’s actual, direct costs incurred for such services 
as provided in the Agreement. All Utility services must be pre- approved by the Joint Board before TSP enters into any agreement for services to be paid for by the 
Joint Board as Pass Through Cost Items. 

X 
  

 Proposer Response: We will comply with this requirement.    

CS-059 The Walk-up Centers shall be highly secured retail outlets, with separate secured rooms for inventory, a safe, and cash handling area. Access control and CCTV 
monitoring shall be required at both locations.  X   

  

Proposer Response: 

 
 

    

CS-060 Call monitoring shall be part of the regular QA/QC process and shall be reported on the Monthly Operations and Maintenance Report. Toll System Provider shall 
cooperate and assist the Joint Board in the Joint Board’s exercise of its right to conduct random monitoring of the CSC and the Walk-Up Centers and record the results. X   

 

Proposer Response:  
 

 
  

 

 

CS-061 The Toll System Provider shall perform ongoing customer satisfaction surveys regarding the CSC and submit the same for quarterly reviews by the Joint Board. 
 X   
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Proposer Response:  
 

 
 

 
 

 
 

 

 
 

    

CS-062 

The Toll System Provider shall use a training program for employees, such that those trained employees shall present a positive, professional image. This training 
program shall be reviewed and approved by the Joint Board. Employees shall be well-trained before handling customers’ money, customers’ accounts, or interacting 
with customers in person, on the telephone or through mail or e-mail. The Toll System Provider shall provide a training plan included with the BOS Plan that addresses 
all areas of the CSC, including technical use of the TCS systems and TCS technical processes, information regarding the Project and customer relations, including 
dealing with difficult customers and situations. The training program shall be ongoing and continuous.  

X 

  

 

Proposer Response:  
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CS-063 The Toll System Provider employees’ appearance, demeanor, and behavior shall be professional and courteous at all times. X   

 
Proposer Response: During both the implementation period and ongoing operations, we will proactively handle human resources activities such as drug testing, 
background check, employment paperwork, and reference checks. All employees must comply with the hiring policies of the company, including ethics training, dress 
code, background checks and drug testing.  

  

CS-064 

It is desired that the Toll System Provider compensate full-time and part-time employees with competitive salaries and all normal privileges, benefits and guarantees of 
employment that are afforded to the Toll System Provider's existing regular and part-time employees. This includes providing benefits such as medical coverage, 
retirement plans, sick leave, vacation pay and holiday pay. The Toll System Provider shall provide employees with a benefit package that keeps employee turnover to a 
low rate.  

  X 

  

Proposer Response:  
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CS-065 

The Toll System Provider shall provide a dedicated CSC manager to oversee the CSC to ensure that procedures and internal controls within the CSC adhere to 
Performance Requirements. All CSC management and supervisory personnel assigned to the CSC shall be approved in advance by the Joint Board. The Toll System 
Provider shall submit a complete personnel and staffing plan included in the CSC Operations Plan outlining all job descriptions in each of the functional areas to the 
Joint Board for its review and approval.  

X 

  

 

Proposer Response:  

 

 
 

 

  
 

 
 

 

  

  
 

  
 

 

 

CS-066 
The Toll System Provider shall submit requirements for employment at the Toll System Provider’s company and affiliated Subcontractors for CSC services in the CSC 
Operations Plan. These employment requirements shall outline items such as legal citizen status, photo identification from a governmental agency, ability to clearly 
speak English or English and Spanish, education requirements, etc. These requirements shall be reviewed and approved by Joint Board.  

X 
  

  

Proposer Response: We seek personnel with initiative, proven performance, critical-thinking capabilities, attention to detail, time management skills, and dedication to 
quality service. Our recruiters screen candidates before forwarding the resumes of promising candidates to hiring managers, who schedule and conduct formal job 
interviews. Where applicable, we require individuals to pass tests of skill and knowledge relevant to the position for which they are being considered in areas such as 
customer service, presentation, written communication and language skills. 

Our company policy requires criminal background checks and pre-employment screening for all new employees. We will ensure that all employees supporting this 
program meet the background investigation and security requirements as described in the RFP. These background checks are conducted through our partner, 
LexisNexis. All staff is screened via criminal background check, drug screening, and I-9 proof of employment eligibility and compliance with with our zero tolerance drug 
policy.  
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CS-067 The Toll System Provider shall provide CSC supervisors and staff to monitor the IVR and associated dashboard to ensure Performance Requirements are met. The 
supervisors shall move staff to appropriate operational tasks to ensure performance levels meet or exceed the Performance Requirements. X   

 

Proposer Response:  
 

 
 

 

 
 

 

 
 

 

 

CS-068 

The Toll System Provider shall provide reports on all customer service representative account-related activities on a monthly basis in the Monthly Operations and 
Maintenance Report, and at any time upon request by the Joint Board. These reports shall be in a format approved by the Joint Board and shall include, at a minimum, 
calls received per day and by hour, calls received by the IVR per day and by hour, calls received by the IVR then directed to a CSR per day and by hour, calls directly 
to CSR per day and by hour, customer service representative availability, customer service representative utilization, telephone center activity logs, average wait time 
by day and by hour, average talk time by day and by hour, average after call work time by day and by hour, and abandoned calls by day and by hour. These reports 
shall be graphically presented for use by Joint Board and the CSR supervisory staff.  

X 
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Proposer Response: The ACD reporting is a key feature in any call center. The ability to extract relevant data on a timely basis is important to continual improvement 
by reporting online, group, agent and qualification statistics. Line, group and agent data is formatted into volume and percentages, and qualification codes are tabulated 
daily for easy evaluation. ACD reporting contains a report scheduling that allows for daily, weekly or monthly reporting, and all raw data can be compiled into 
comprehensive spreadsheet formats for easy analysis. Armed with this data, we can refine procedures to continue to meet and exceed goals and standards in 
providing quality customer service. Xerox will closely work with LSIORB during the implementation period to offer recommendations for report format and content 

 

 

CS-069 

The Toll System Provider shall provide reports on all mail room activities on a monthly basis in the Monthly Operations and Maintenance Report, and at any time upon 
request by the Joint Board. These reports shall be in a format approved by the Joint Board and shall include, at a minimum, inbound mail by source, category, type and 
origin, outbound mail printed and prepared, incoming mail received and processed by the post office, daily cost of postage which shall be paid by the Joint Board and 
any backlog of incoming or outgoing mail.  

X 

  

 

Proposer Response: Our integrated approach to Mail Processing Management brings together the best mail handling practices gleaned from our CSCs across the 
country. The mailroom is responsible for both inbound and outbound customer related mail. One of the hallmark features of the BOS is our VECTOR 4G CRM 
(Customer Response Management) subsystem supporting mail room activity of operating the Operations Center. We have established control processes that ensure all 
inbound and outbound mail is recorded, tracked and reported through a combination of VECTOR 4G Service Request reports or manual logs to ensure timely 
processing. We will develop and maintain reports on all mail room activities as required and deliver them at the requested frequency. Xerox will closely work with 
LSIORB during the implementation period to offer recommendations for report format and content. 

 

 

CS-070 

The Toll System Provider shall provide accounting and reconciliation reports on a monthly basis in the Monthly Operations and Maintenance Report, and at any time 
upon request by the Joint Board. These reports shall be in a format approved by the Joint Board and shall include at a minimum an accounting of cash and all other 
payments collected at the CSC storefronts, Walk-Up Centers, retail distribution outlets under contract, and by mail; account deposits, shortages and overages, 
adjustments due to daily reconciliations, and customer accounts balances, CSC and VPS activities; tolls collected and tolls posted, recommended fund transfers, 
deposits and withdrawals by CSC for each shift, number of Transaction types, deposits by payment type, cash deposits, low, high and average values of, the account 
balance activity including beginning-of-day and end-of-day balances, all tolls and fees, and replenishments, and interoperable account activities for interoperable home 
and away Traffic Transactions and Financial Transactions reconciliation and settlements. 

X 

  

 

Proposer Response: Together with the substantial and comprehensive financial reports produced by the VECTOR 4G BOS, we employ operational reporting covering 
all facets of revenue collection and reconciliation in our operations today that align well with the Accounting and Reconciliation reporting requirements specified by 
LSIORB. These reports encompass procedures related to: 

• Toll collection and invoice activity revenue accounting 
• Trial Balance reconciliation of all system activity as provided by BOS reporting 
• Results of the daily BOS to bank reconciliation 
• CSR and Walk-Up Center settlement 
• Refund, Chargeback and exception processing due to shortages, overages and adjustments 
• Transaction and revenue reconciliation and interoperability 

During the transition period we will finalize the formatting of the accounting and reconciliation reports to ensure that each category of work in RFP is accounted for and 
reported on. 

 

 

CS-071 
The Toll System Provider shall provide monthly staffing reports included in the Monthly Operations and Maintenance Report. The weekly staffing report shall be in a 
format approved by the Joint Board and shall include workforce number per job description, percentage of required positions filled, progress and efforts being made in 
filling the vacant positions and turnover rates.  

X 
  

 Proposer Response: 
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CS-072 The Toll System Provider shall provide daily, weekly and monthly production and productivity reports, and accuracy reports related to the number of OCR images which 
required changes. These reports shall be stored in the TCS and shall be sortable by location and by image review clerk. X   

  

Proposer Response: VECTOR 4G provides a wide array of flexible reporting solutions configured to meet your specifications.  

 
We will provide and store at the CCS system-generated reports across configurable time intervals related to the number of OCR images requiring changes, sorted by 
location and image review clerk to ensure optimal performance by the system and personnel 

    

CS-073 
All facilities provided by the Toll System Provider shall be secure, and only authorized staff shall be allowed access into the facilities other than areas of the WUC 
designated for general public access. The Toll System Provider shall provide a security and access control management plan included with the BOS Plan that clearly 
identifies how access is granted, managed and maintained through employee attrition. 

X 
  

  

Proposer Response:  
  

 
 
 

  
    

CS-074 The Toll System Provider shall ensure that no unauthorized personnel shall have access to individual records, payment histories, any personal information for Project 
Customers or interoperable toll customers. Paper records shall be locked when not in use, and password and identification controls shall be employed for data access. X   

 

Proposer Response:  
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CS-075 

The Toll System Provider shall not allow cellular telephones, cameras, or other electronic mobile devices capable of capturing still images or video in any area where 
customer information is visible other than areas of the WUC designated for general public access. CCTV shall be utilized to monitor and deter any and all illegal or 
unauthorized activities in the CSC. CCTV coverage shall cover all areas of the CSC floor operations, lockbox operations, image review operations, and Transponder 
fulfillment operations. 

X 

  

 

Proposer Response:  
 

 
 
 

 
  

 

 

CS-076 The TCS shall protect all customer data from access by unauthorized users. The TCS shall ensure that only properly authenticated customers can obtain access to 
their own data. X   

 

Proposer Response:  

 
 

  

 

 
CS-077 [Intentionally not used.]   

 Proposer Response: N/A  
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CS-078 For customer authentication, the TCS shall require input of data fields (e.g., name, address, Transponder ID and license plate number) that uniquely identify that 
customer.  

X 
  

 

Proposer Response:  
 

We will work with you to define the required data elements to verify customer identity, the levels of 
validation, and the information that can be shared at each level. 

 

 

CS-079 For customer authentication, the Customer Website shall require input of data fields (e.g., name, address, phone number, Transponder ID and license plate number) 
that uniquely identify that customer. X 

  

  
Proposer Response: As described in BO-070, all access via the IVR requires a user PIN, and the customer website requires a password to allow access. No 
information is disclosed unless the customer is authenticated. 

    

CS-080 The Toll System Provider shall provide a separate phone system outside of the IVR system for typical business calls to be received by the CSC and the CSC staff.  X   

 
Proposer Response: We will establish a separate call-in phone system outside of the IVR for typical business calls to be received by the CSC and CSC staff.  

   
 

CS-081 
The Toll System Provider shall provide an approved security and compliance policy manual to each of its employees and shall obtain a signed copy of the 
acknowledgement of the security and compliance manual and ensure that all employees working under the Toll System Provider in the CSC are aware of the security 
policies and enforce compliance. 

X 
  

 

Proposer Response:  
 

 
 
 

In addition to physical safety and security precautions, we monitor and enforce compliance with procedures related to usage of CSC equipment and materials, 
customer privacy, and online content and software by all staff. We will require staff to sign an acknowledgement of policies and procedures related to the compliance 
physical and cyber security, which will remain on file and accessible for review by CSC Management staff and the Joint Board.  

  

CS-082 It is desired that the Toll System Provider have a dashboard and monitor in the CSC, such that the screen is visible to all customer service representatives and 
supervisors for viewing the current status of calls, wait times, and number of customers on hold.   X 

 

Proposer Response:  
 

 
 

 
 

 

 

CS-083 The Toll System Provider shall provide weekly payroll statements to the Joint Board and have records easily accessible and viewable for review by the Joint Board. At 
a minimum, the employee name, hours and role of employee shall be included in the payroll statements. 

X 
  

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 131 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Customer Service Center (Section CS) Required 
Value 
Add 

 
Proposer Response: In line with our response to CS-071, upon award Xerox looks forward to discussing the appropriate level of reporting commensurate with the 
nature of the contract.   

 

CS-084 The Toll System Provider shall provide operating procedures and manuals included with the BOS Plan that provide clear direction to CSC employees governing the 
basic roles of their job assignment. These manuals shall be available and on site for inspection and review by Joint Board throughout the Term of the Agreement. X 

  

  

Proposer Response: We will develop and maintain manuals to document all ongoing operations, procedures and processes, which will be made available for 
inspection and review upon request by the Joint Board. Policies and procedures, training and reference manuals containing complete descriptions of field definitions 
and common procedures will be made available to each representative. Working in partnership with you and feedback from the customer, we adapt and develop new 
policies and procedures to continuously improve our services. We listen to you, your customers, and our employees and use this input to gauge our performance and 
make adjustments to the policies and procedures. 

    

CS-085 

The Toll System Provider is responsible for providing all Hardware, Software and/or any other equipment for the Toll System Provider’s internal or program use 
purposes. The Toll System Provider shall provide all Hardware, Software, furniture, chairs, phones, headsets, mice, computers, power cords, wireless connectivity, and 
any other equipment and supplies to provide a fully operational CSC with all capabilities required by the Contract Documents. These include, without limitation, CSR 
phone bank equipment, furnishings and supplies; image review equipment, furnishings and supplies, Transponder fulfillment equipment, furnishings and supplies, 
supervisor and management computers, equipment, furnishings and supplies; mailroom operations equipment, furnishing and supplies; Violation processing 
equipment, furnishings and supplies, interoperability equipment and supplies, lockbox equipment, furnishings and supplies; administrative and courts collection 
equipment, furnishings and supplies, internal Software programs, third party programs such as MS Office, internal company email applications, quality control programs 
and associated Software programs and Hardware, all training equipment and training stations, all training materials, all policy and procedure manuals, printers, copiers, 
faxes, internet connections, desk and furniture supplies, office supplies, printer cartridges, and any types of shared drives or repositories, etc.  

X 

  

 

Proposer Response: We will provide all necessary hardware, software or any other equipment for the Toll System. Xerox, or other 3rd party vendors under contract to 
us, will provide all hardware, software, furniture, chairs, phones, headsets, mice, computers, power cords, wireless connectivity, and any other necessary equipment 
and supplies to provide the toll system services and all the capabilities required by the Contract Documents. 

This will include: CSR phone bank equipment, furnishings and supplies; image review equipment, furnishings and supplies, transponder fulfillment equipment, 
furnishings and supplies, supervisor and management computers, equipment, furnishings and supplies; mailroom operations equipment, furnishing and supplies; 
violation processing equipment, furnishings and supplies, interoperability equipment and supplies, lockbox equipment, furnishings and supplies; administrative hearing 
equipment, furnishings and supplies, internal software programs, third party programs such as MS Office, internal company email applications, quality control programs 
and associated software programs and hardware, all training equipment, all training materials, all policy and procedure manuals, printers, copiers, faxes, internet 
connections, desk and furniture supplies, office supplies, printer cartridges, and any types of shared drives or repositories. 

 

 
 

 

 

 

CS-086 It is desired that the Toll System Provider provide the ability to provide color high quality customer Correspondence from the CSC. Applicable Correspondence includes 
but is not limited to escalation, Violation and collection notices. 

  X 
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Note: The Proposer shall provide actual samples of all customer Correspondence in this Technical Response Form. This includes but is not limited to 1st, final and any 
intermediate invoices, Violations notices, debt referral letters, court templates, low balance notifications, credit card expiration or any other applicable Correspondence. 
Proposer shall identify text and configurable parameters on the Correspondence in this Technical Response Form. 
 
Proposer Response:  
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CS-087 

The Toll System Provider shall provide phone lines capable of supporting a TCS that anticipates an increase in call volume that would be expected to be associated 
with handling 100,000 additional daily Traffic Transactions above the number of Traffic Transactions currently handled by the Toll System Provider at its existing CSC, 
or if Toll System Provider elects to provide a new CSC, phone lines capable of supporting a the call volume expected to be associated with 100,000 daily Traffic 
Transactions, assuming, in either case, that 50% of those Traffic Transactions occur as ETC Traffic Transactions at the commencement of Revenue Service. 

X 

  

 

Note: The Proposer shall at a minimum provide the following information in this Technical Response Form: 
Total number of CSRs in call center 
Total number of CSRs added to call center for the Project 
Ratio of CSRs to supervisors 
Ratio of CSRs to lead CSRs, if applicable. 
Total number of customers serviced by the Call Center Currently on a daily basis 
Total number of customers serviced by the Call Center Currently on a monthly basis 
A description of how additional volume is handled such as a result of promotions, Violation mailings, or customer invoicing mailing?  
If the CSC services numerous clients, a description of how priority of service to each client is determined. 
Which clients receive priority and why on days of high call volumes?  
Indicate the number of dedicated phone lines that will be provided to the Project. 
Explain Proposer’s existing phone system configuration and Proposer’s anticipated phone system configuration upon the addition of the Project. 
 
Proposer Response:   

 
   

 

 

 

 

 
 

  

 

 
CS-088 The Toll System Provider shall provide dedicated commercial customer service specialists to service commercial LSIORB account holders. X   

 

Proposer Response:  
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Toll Operations Center Requirements 

Req ID Toll Operations Center (Section TO) Required Value Add 

TO-01 
The Toll System Provider shall provide a Maintenance Online Management System (MOMS) that supports maintenance operations for all Software and Hardware 
provided in connection with the Project or otherwise pursuant to the Agreement. The Toll System Provider shall also operate the MOMS. MOMS shall have two major 
components, a system monitoring component that provides alarms and configuration management and the inventory management to track all devices. 

X   

 

Proposer Response:  
 

 

 
 

 
 

 
 

  
  
  

 
 

 

 
 

 
 

 
 

  

TO-02 

The Toll System Provider shall provide support and maintenance services for all Systems provided by the TSP, including but not limited to: 1) maintaining the access 
control system configuration; 2) maintaining the databases, applications, and the Data Mart including data aggregation processes, database optimization of the 
database schema and Data Mart schema; 3) maintaining proper indexing on all databases; 4) responding to all MOMS alerts and performing repairs and corrections, 
and 5) providing Software fixes for defects and malfunctions. 

X   

 
Proposer Response:  

   

TO-03 

The TSP shall operate and maintain the TCS so as to provide comprehensive System monitoring services. The Toll System Provider shall include a secure web based 
real time monitoring system to monitor and report the status of all System components; and assign priorities and actions to events. The monitoring system shall at a 
minimum: 1) monitor Hardware and Software health; 2) provide and operate a dashboard that graphically displays components’ health; and 3) include comprehensive 
log reporting capabilities. Monitoring of Software shall include monitoring of databases, applications and processes in the system. 
 

X   
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Proposer Response: System Monitoring is an essential component within our Preventive Maintenance (PM) program. It is scheduled and performed on a routine 
basis. Because system monitoring is critical to the availability of the AET, the maintenance team monitors performance using a repeatable and systematic process that 
evaluates end-to-end functionality and operation. 

Maintenance team members begin their system monitoring tasks by remotely connecting to each tolling location and evaluating the data generated from each lane. 
This evaluation includes checking the transaction, image, and overall lane health data produced and ensuring that the data is consistent with anticipated performance. 
The AET system remote check will be performed each day. 

Our PM program incorporates a comprehensive schedule that requires specific checks to be accomplished within their applicable timeframes. Each check is assigned 
a category and target date as to when it must be completed. Checks will include all of the services required by the Joint Board from the lowest repairable unit, to 
database and host services applicable to the requirements. 

All checks performed within our PM program are designed to ensure that the systems are running at peak operational performance levels. All PM activities are 
scheduled within our secure web based Maintenance Online Management System (MOMS) solution. This automated tool generates work orders assigned to the 
appropriate service technician. This ensures timely dispatch of PM activities in the form of work orders. 

MOMS work orders contain detailed task lists that provide specific instructions on the parameters to be verified to ensure uninterrupted operation of the system. Each 
task list is designed to provide a systematic and diagnostic evaluation of the component, or subsystem being serviced. Database integrity, subsystem performance, file 
transfer, disk defragmentation, file size allocations, processor performance, image quality are just a few of the many performance areas and operational status checks 
we provide. The MOMS generated PM work orders also provide for detailed logs of the services performed. 

Technicians assigned to complete the PM checks are required to complete the work orders and certify the work they perform. These work orders are retained 
throughout the life of the contract and provide a historical representation of all maintenance activity. 

  

TO-04 
The TSP shall provide and maintain the TCS by using the automated MOMS. The TCS shall provide system-generated maintenance job tickets, manually created job 
tickets, information indicating how the preventive maintenance work is scheduled in the System, information indicating how repair activity is logged, reported and 
resolved in the System. 

X   

 

Proposer Response: Work orders are the maintenance job tickets used for all maintenance activity. Each work order is managed through status codes that determine 
work priority. Work orders may be created automatically via automated alerts, manual input or as a result of preventive/predictive maintenance schedules. All work 
orders track the technician’s response time, repair time, and parts used. 

The automated mobility function notifies technicians via email and text messaged work orders alerts. Work orders are triggered and automatically transmitted to the 
appropriate recipient to ensure the correct individual on duty, with the appropriate skill set, has been selected. Technicians respond to the assigned work orders and 
perform the associated tasks specified within the work orders. Technicians will document all repair activity completed to restore system functionality within the work 
order at the conclusion of the associated service. This is accomplished via the web based MOMS tool on their mobile handheld device. 

  

TO-05 The MOMS shall monitor activities, provide alerts and generate tickets in real-time for all processes and unusual activity triggered by the System and System 
operators, including but not limited to: communication, Hardware, Software, and database failures. X   

 

Proposer Response: MOMS is a scalable, fully web-based, real-time processing maintenance management solution for your AET system. It is designed to support all 
aspects of the toll system including installed hardware, software, network and database components. Because updates to MOMS are in real-time, our system provides 
the most current information concerning overall system performance. This includes the status of all scheduled and unscheduled maintenance activities including 
unusual activities that demonstrate anomalies in typical system performance. Our MOMS provides real time alerts to technicians, it generates work order tickets for 
maintenance actions, for the entire toll system operations.  
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TO-06 
The MOMS shall provide monitors and alerts, and shall calculate and generate tickets in real-time for all processes, including but not limited to: high number of image 
rejects in a lane, high number of Violations or image Traffic Transactions in a lane; threshold limits exceeded (e.g. Violations, class mismatch); and response times, 
repair times, and down time from the data entered by the maintenance staff and automatically generated by the TCS. 

X   

 

Proposer Response: We designed our MOMS solution to support the AET installed infrastructure. Alerts are configured to trigger in real time from issues related to 
hardware and software failures, degradation, and/or interruptions. Alerts are also triggered by process failures and applicable service issues, as well as a variety of 
unusual occurrences that may take place during system operations and maintenance. Unusual occurrences are those issues that are not necessarily normal 
operational failures, but rather indicate unusual TCS subsystem performance. Examples of unusual occurrences are those performance related anomalies that trigger 
as a result of toll collection subsystems falling outside of typical performance thresholds (abnormal violation counts, class mismatch) 

  

TO-07 
The Toll System Provider shall provide a MOMS that includes but is not limited to receiving and monitoring status messages of all System Hardware and Software and 
providing local trouble ticket manual entry or email entry by authorized users. The MOMS shall store data in a relational database to permit data recovery and flexibility 
in reporting via Ad-hoc reporting. 

X   

 

Proposer Response:  
 

 

 

 
 

 
 

 
 

  

TO-08 The Toll System Provider shall report and log all maintenance activities into the MOMS. The Toll System Provider shall document all information and issues related to 
a failure condition including all actions taken to complete the correction into the MOMS. 

X   

 

Proposer Response: MOMS work orders are the foundation of our system and provide for the historical documentation of all maintenance activity. Data input within 
work orders ensures that information stored is accurate and capable of providing an auditable database to store historical maintenance data for the duration of the 
warranty and regular maintenance periods. Each work order stored in the system includes all aspects of the work performed including; Acknowledgement time, 
Response and repair times, priorities and actions to events, problem, failure reason, and solution, associated inventory, etc. 

  

TO-09 

The Toll System Provider’s maintenance staff shall have real-time access to the MOMS, and the Toll System Provider shall establish and maintain all the required 
connections to ensure that the maintenance staff has remote access. Maintenance staff shall be trained in the use of the MOMS. 
 
 
 
 
 

X   
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Proposer Response: Our maintenance staff is provided access to MOMS via secure VPN connection. The system incorporates concurrent licenses with individual 
user accounts that enable access via individualized user names and passwords. Technicians will have the capacity and applicable tools enabling them to access the 
system both onsite and in remote locations. 

All technicians will receive initial and routine training on the MOMS solution to ensure they have complete understanding of the system. They will also be trained on the 
underlying principles and procedures that support our maintenance methodology. This ensures that technicians understand the importance of performing maintenance 
activities quickly and efficiently and documenting those activities accurately and completely. 

  

TO-010 The Toll System Provider shall enter and update in MOMS all incidents within 4 hours of the incident. All updates shall be reported by the MOMS. X   

 

Proposer Response: Our technicians are trained and expected to update work orders at the conclusion of the service provided. This ensures that the information 
contained within the system is available to stakeholders in a timely manner. It also ensures that data presented in the work orders are correct and reflect accurate data 
with sufficient detail and content. 

Technicians are expected and will update MOMS work order content within a maximum of four hours from notification of the incident. This includes any updates to the 
status of the work order up to and including problem resolution. 

  

TO-011 It is desired the Toll System Provider provide a MOMS that accepts trouble tickets using mobile applications that can be used by technicians to enter information.    X 

 
Proposer Response: MOMS includes a mobile interface that enables users to access work orders and maintenance data using their mobile devices. This includes 
the capacity to interface with the system via wireless laptops, tablets, Smartphones, and other mobile devices. The mobile interface is compliant on both Apple and 
Android wireless devices via secured wireless connection.  

  

TO-012 The MOMS shall record all configuration data, and log and retain that data in configuration control after each System component change, including deployment of 
system patches, backup, archival, data restoration, disaster recovery data transfer and synchronization. 

X   

 

Proposer Response: Configuration management will be administered via the detailed configuration management plan will include all Joint Board required data 
including the following: 

• Provisions for tracking changes 
• Patch Management Plan 
• Version Control Management 
• Release Management 
• Release Notification Plan for any and all changes including: 

- Hot fixes 
- Bug fixes 
- Modifications or enhancement to the software 

• Database and Operating System Versioning and Plan 
• Configuration Audits 
• Data restoration 
• Archival 
• Configuration files 
• Digital command language scripts 
• Database scripts and parameter files 
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Execution of configuration activities will be documented and recorded within the MOMS solution to provide an additional level of historical data retention and control. 
Updates will be documented in MOMS after each deployment. 

TO-013 MOMS shall calculate response times, repair times, and down time from the data entered by the maintenance staff and automatically generated by the System and 
shall provide role-based security. 

X   

 

Proposer Response: Response and repair times are tracked by the MOMS work order management module, which is used for corrective maintenance activities. 
Work orders, whether generated manually or via automatic alerts generated from the AET system, begin calculating elapsed time the moment they are placed. This 
point in time is considered the requested notification time and serves as the trigger point for response time calculation. Repair time is also calculated in the work order 
and serves as the completion time when the corrective issue is resolved and functionality is restored. 

  

TO-014 All preventive maintenance shall be scheduled through the MOMS and automatic work orders shall be generated at the scheduled times.  X   

 

Proposer Response:  
 

 

 
 

 

 
 

 
 

 
 

 
 

 
 

   
   

 

 
 

  

  

TO-015 

The MOMS system shall track all system Hardware and Software elements from purchase to their disposal. These include but are not limited to: 1) All system 
Hardware and Software items, locations and versions; 2) All maintenance and service agreements; 3) A list of suppliers from whom products were procured, original 
purchase order numbers, Supplier numbers and reference numbers; 4) All warranty information for the individual item; 5) Alerts prior to warranty expiration; and 6) 
Automatic alerts for Spare Parts levels. 

X   

 Proposer Response:    
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TO-016 The MOMS shall automatically generate reports demonstrating performance, exceptions, availability, and compliance to Performance Requirements (if applicable) for 
the System and all of its components such as the IVR and Customer Website. MOMS daily, weekly and monthly reports shall be available on-demand. X   

 

Note: The TSP shall provide a list of reports available in the system in its Technical Proposal Response. 
 
Proposer Response: MOMS incorporate an in-depth Reporting Module that provides a variety of maintenance performance reports. Our team routinely generates 
these reports to quickly acquire data and assess maintenance activity. These reports provide the foundation to ensure contract compliance and adherence to service 
labor agreements. Reports are easily configurable based on multiple filters. The reporting module enables users to run the following reports, many of these reports are 
available as daily, weekly, or monthly reports. Below is a sampling of reports available in our MOMS: 

• Alarm history 
• Maintenance notification and response history 
• Work order status and tracking 
• Inventory and Asset tracking 
• Equipment Availability/Downtime 
• Preventive, Predictive, Corrective, and Emergency maintenance 
• Response and repair history per priority 
• Equipment Usage 
• Component Repair history 

• System/Subsystem Availability (Lane/Plaza/Host) 
• Hardware and Software Version control 
• Incident logs and lost revenue estimates; 
• Mean Time Between Failures (“MTBF”) 
• Performance Compliance to SLA 
• Replacement Parts detail 
• RMA and repair detail 
• Unusual Activity Exceptions 
• Trend Analysis / Repetitive analysis 
• MTTR Reports 

Using the Reports module, we certify our capacity to provide at a minimum, all monthly and weekly reports required by the Joint Board. All reports generated within 
MOMS are configurable, and provide for a robust mechanism to produce, notify, and schedule, maintenance data in an easy to use and intuitive system interface.  

  

TO-017 

Toll System Provider shall include the Maintenance and Support Plan for the Joint Board’s approval that demonstrates serviceability of components and the overall 
system, with attention to how performance metrics will be tracked and reported to the Joint Board. The Maintenance and Support Plan shall illustrate how the 
proposed structure and position of equipment provides optimum ease of service and maintenance during lane closures, and ease of access during regular 
maintenance.  
 
 

X   

 Note: The Proposer shall include in this Technical Response Form detailed descriptions of how it will service the System components, including but not limited to 1)   
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camera cleaning and lighting replacement; 2) remote and on‐site equipment calibration and tuning; 4) Hardware replacement during live operations; and 4) remote 
Software upgrades and maintenance including patch management. 
 
Proposer Response: We will produce and submit a maintenance plan of record to LSIORB for the installed system. This plan will serve as the blueprint of how we will 
manage our maintenance process and exceed your expectations for ongoing system performance. The plan is inclusive of all aspects of the maintenance program 
including: 

• Description of compliance to Maintenance Service Levels and performance requirements 
• System Administration of computers and computer related hardware and software 
• Integration of our MOMS 
• Inventory and Asset management principles and applications 
• Preventive and predictive maintenance techniques and principles 
• Tools, equipment, and facilities used in support of proper maintenance 
• Staffing Models 
• Schedules 
• Reporting procedures 

Once approved, the maintenance plan is certified and executed throughout the construction phase and during the entire warranty and maintenance periods. 

The performance of specific maintenance procedures of in-lane equipment is conducted during our semi-annual maintenance procedure. The MOMS solution 
generates a work order the first day of the 6th month with an anticipated Target date for the last day of the 6th month. The tasks involved within this service require 
access to the lanes to service the gantry mounted equipment. To accomplish this we will coordinate with the Joint Board for approval to schedule a lane closure at the 
gantry location. 

Lane closires typically occur during non-peak travel times and during the early AM hours to minimize the impact on traffic flow. Maintenance of Traffic (MOT) is 
coordinated with the client and performed only after authorization is acquired. 

Responding to hardware and equipment issues is commonly defined as a corrective maintenance issue that includes all unscheduled activities necessary to diagnose 
and correct AET malfunctions and failures that are not scheduled as a part of a preventive maintenance schedule. Our maintenance team will provide response and 
repair for these issues within the established priority performance guidelines as set forth by the Joint Board. 

Because the focus of corrective maintenance is restoring system components to operation, in most cases a field service technician will swap-out a defective 
component with a spare compliant part. This provides the fastest means to restore availability, rather than seek to repair the component while the system is down. We 
lessen this impact by training our field technicians to use a uniform approach to resolving issues quickly. This approach is referred to as the corrective maintenance 
cycle (CMC). Once identified, we execute the CMC in an efficient manner to resolve the problem quickly. If a component swap-out is required for an in-lane device the 
maintenance team will seek authoriazation from the Joint Board prior to coordinating the lane closure. Coordination of MOT for the unscheduled event will typically 
require additional time and the likelihood of follow-up work especially if the problem notification is received within peak travel times when lane closures are not 
permitted. 

Software updates, configuration changes, and the loading of periodic software patches will also be scheduled and coordinated with the Joint Board and onsite 
maintennace team members. This ensures proper scheduled releases and configuration management. Additionally, coordination with the onsite maintenance staff 
ensures that support is immediately available to perform any hands on tasks that are required to support the effort. 
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TO-018 Toll System Provider shall provide monitoring services with a secure web-based real time monitoring system to monitor and report the status of all System 
components. X   

 

Note: The Proposer shall clearly provide in this Technical Response Form examples of how its existing MOMS system detects changes and anomalies and how this 
information is reported from the TCS. 
 
Proposer Response:  

 

 

  

  

TO-019 The TCS shall provide reports that provide trouble ticket detailed and summary status for Hardware and Software processes for the TCS and any external or internal 
interfaces. X   

 

Note: The Proposer shall provide in this Technical Response Form a list of its existing suite of standardized reports for MOMS along with a brief description of each 
one as to its purpose and how it is used for monitoring the health of the System and performance in the field. 
 
Proposer Response:  
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TO-020 

It is desired the Toll System Provider provide to authorized users operational, management and performance MOMS reports (on-demand, ad-hoc, daily, monthly) that 
include but are not limited to: 
• Exceptions report summarizing all unusual or significant occurrences during the period and all items that are not processing correctly or are stuck in the System 
• Trend analysis for repetitive failure 
• Equipment versions, Software versions, firmware versions and serial numbers for all equipment installed as part of the TCS 
• Disaster recover data transfer and synchronization 
• Detailed list of parts replaced as a result of maintenance actions, with an identification of warranty versus non-warranty replacement 
• Status of spare parts inventory 

  

X 
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• Staffing report detailing positions, staff hours worked and performance; and 
• Other reports available to operate and maintain the system. 

 

Proposer Response: Our MOMS reporting module has the capacity to provide reports using a customizable report schedule. This schedule enables us to 
automatically generate reports and distribute them to applicable stakeholders based on their specific needs this includes; on-demand, ad-hoc, daily, weekly, monthly, 
quarterly, semi-annually or annually. We routinely provide our clients with access to the reports module to obtain system data whenever required. 

Access to these reports include the capacity to select from our base reports to a library of customizable reports that include at a minimum those listed as follows: 

• Exceptions report summarizing all unusual or significant occurrences during the period and all items that are not processing correctly or are stuck in the System 
• Trend analysis for repetitive failure 
• Equipment versions, Software versions, firmware versions and serial numbers for all equipment installed as part of the TCS 
• Disaster recover data transfer and synchronization 
• Detailed list of parts replaced as a result of maintenance actions, with an identification of warranty versus non-warranty replacement 
• Status of spare parts inventory 
• Staffing report detailing positions, staff hours worked and performance 
• Other reports available to operate and maintain the system 

 

 

TO-021 It is desired that the MOMS system monitor Software processes including but not limited to cron jobs, operating system services, application processes, database 
management metrics such as available memory in cache and other critical performance areas in the System.   X 

  
Proposer Response: As part of the Xerox standard ITO support package, the OS, cron jobs, applications and system resources are monitored by our level 24/7 
support teams, and issues are prioritized and escalated accordingly to ensure service level agreements are met. 

    

TO-022 

The Toll System Provider shall provide storage space for all Spare Parts. 

The Toll System Provider shall be responsible for the inventory of all Spare Parts at a Toll System Provider-provided Warehouse Facility that is within 10 miles of one 
of the Walk-up Centers and co-located if feasible. The Toll System Provider shall provide a Warehouse Facility to store all Spare Parts and equipment and serve as 
the maintenance depot. 

The Toll System Provider shall account for all Spare Parts and shall provide safeguards against theft, damage, or loss of the Spare Parts. The Toll System Provider 
shall ensure that only Spare Parts and equipment required to service the Project are stored at the Warehouse Facility and that such stored Spare Parts and equipment 
shall only be used for the Project. 

X 

  

 

Note: The Joint Board shall have final approval of the location of the Warehouse Facility. The Toll System Provider shall obtain and maintain a lease for the necessary 
Warehouse Facility, subject to the Joint Board’s approval. 
 
Proposer Response: We will ensure that our locally based team will have all the tools, spares, equipment, supplies, vehicles, and applicable resources necessary to 
perform their tasks efficently and effectively. To accomplish this, we will begin with a secure maintennace facility centrally located within the tolling points. This location 
will serve as the base of operations for our maintenance team and will be fully equiped with all of the resources necessary for the team to effectively perform the 
required maintenance services as specified. 

• Inclusion of appropriate security and alarm to ensure safeguards against theft, damage and loss of spare parts and equipment 
• Ability to incorporate a bench test facility 
• Interior capacity for management and personnel workspace 
• Interior capacity to store spare component inventory 
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• Capacity to store project related spare parts and supplies 
• Shipping and receiving facility 
• Loading dock for the authorized transfer of components in and out of the facility 
• Access to essential utilities 
• Supply of required tools, equipment and material resources required to support maintenance activity 

Acquiring facilities to support our maintenance program is a typical practice within our organization. We have an internal Facilities Management Group specifically 
designated for this purpose. Most recently, this group worked closely with our maintenance management team to acquire a facility to support the multiple tolling 
locations for our NHDOT project. This facility, located in Raymond, NH is equipped and is well suited to effectively support our maintenance activities. 

Prior to establishing the facility and formalizing a lease, we will provide the board with the actual location for authorization. Equipment and supplies stored within this 
facility will be limited to only those items applicable to this program. 

TO-023 

The Toll System Provider shall maintain an adequate Spare Parts inventory as specified in the Agreement. The Toll System Provider shall identify the existing spares 
for the Roadside System and propose the quantity needed to maintain the required performance. 
The Toll System Provider shall make available all necessary test and warranty repair resources for replacement including test repair and warranty repair, spare 
modules and spare components to support availability of the TCS in accordance with the Performance Requirements. The Joint Boar reserves the right to purchase 
any and all Hardware for the Project from the Supplier directly. 
The Toll System Provider shall recommend and periodically update a Spare Parts Inventory Plan identifying the quantity to be maintained in order to support the 
Project, its Roadside System, BOS, and CSC Revenue Service.  

X 

  

 

Proposer Response: We will meet the requirement that the system include a fully assembled and tested spare parts inventory. Because updates to MOMS are in 
real-time, our system always contains the latest information from any of the deployed tolling locations. 

The system includes a fully assembled and tested spare parts inventory of the AET, and a spare parts inventory management application that provides for all normal 
inventory control, tracking, and reporting features. The reporter module included in the MOMS system will provide detailed reports including spare parts usage at any 
time interval required by the Board. These reports can be delivered in html, csv or xml format. 

MOMS will track all details of each asset including, but not limited to barcode and warranty information needed to receive reimbursements. Note that the reports visible 
under the Base Groups tab do not represent the entire number of standard and custom reports available to the Authority, which is too vast to identify and display in our 
response. Each of the main Report folders identified in Base Groups has numerous sub-reports within these folders that can be made available to you. 

 

 

TO-024 

Spare Parts Inventory and Tracking: 
The Toll System Provider shall monitor the inventory quantity and ensure that the inventory is maintained to the levels required in the Agreement. The Toll System 
Provider shall keep accurate records of all Spare Parts entering and leaving inventory including but not limited to: the time and date the Spare Part was dispensed, 
and the location within the Project to which the Spare Part was dispatched and used. 
The Toll System Provider shall track of all warranty replacement through a returned materials authorization (RMA) process. If the replaced part is under warranty, the 
part shall be immediately replaced with a new part. If the replaced part is out of warranty, the Toll System Provider shall make every effort to repair the replaced item 
to a usable status and place the part back into the Spare Parts inventory. 
If the part is unable to be repaired, a new part shall be purchased and placed into the Spare Parts inventory. The details of the repair efforts including problem, status, 
inventory, and repair disposition shall be included in the MOMS inventory and repair database. 

X 

  

 Proposer Response: Maintaining an accurate inventory program is a critical component to effectively support the maintenance program. Our team will ensure that we 
have adequate on-site levels of spare parts, components, consumables, equipment, tools, and other material resources used to increase our capacity to provide   
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maximum system availability. This inventory will be in place prior to beginning the system-wide Operational Test. The percentage of spare parts inventory will be 
maintained as additional lanes are installed. The actual tracking of the asset involves assigning a unique identification that enables the differentiation of one 
component from another. 

Ensuring that we have adequate supply levels in stock ensures that we are better able to quickly replace those items that periodically fail in the field. Supply items 
such as hard drives, cables, power supplies, cards, and trigger boards, etc. are necessary to support the programs and must be accurately accounted for. When these 
items fail they have the capacity to cause downtime in exactly the same way as those items that are regarded as tracked assets. 

Our MOMS solution enables the team to track all material resources throughout the duration of the contract. For these tasks, it has a reliable and detailed inventory 
and asset management module. We combine the MOMS solution with effect policies and procedures to account for inventory throughout the maintenance program. 

All components acquired in support of the program will be tested, deployed, and maintained as per your requirements. 

TO-025 

Procurement and Control of Spare Parts: 
Thirty (30) days prior to the first Tolling Readiness Deadline, the Toll System Provider shall purchase and have on-hand the agreed upon inventory of Spare Parts. 
The facility and storage area shall be secured and connected to an up-to-date security network system with alarm notification provided to the Maintenance staff. The 
Joint Board shall have full and unrestricted access to the Maintenance and/or storage facility. 

Any Spare Parts that are lost or damaged due to the negligence, intentional act, or omission of the Toll System Provider or its employees, subcontractors, agents, or 
invitees shall be replaced by the Toll System Provider at its sole cost. The Toll System Provider shall deliver all Spare Parts to the Warehouse Facility. 
After the Warranty Period the Joint Board shall reserve the right to purchase all Spare Parts directly from the Supplier and all purchases will be coordinated through a 
process recommended by the Joint Board at that time. After the Warranty Period, the Toll System Provider-provided Spare Parts not purchased directly by the Joint 
Board shall be provided at cost, shall not include any mark up, and shall be in accordance with the prices as specified in the Agreement. 

X 

  

 

Proposer Response: Our maintenance management team has a proven and successful track record of building maintenance programs that operate under high 
performance standards. We accomplish this by carefully planning, designing, and executing the maintenance management plan that we customize to meet the 
contractual needs of our clients. This activity includes ensuring that we have the facilities, tools, equipment and resources in place to support a successful program. 

For this project the maintenance management team will ensure that all resources are established and in place at least 30 days prior to the first Tolling Readiness 
Deadline. This includes the agreed upon list of spare parts and a secure and centrally located facility capable of storing those parts and equipment. The facility will be 
in place and capable of supporting a maintenance program with full network and utilities required to conduct the required activities associated with a successful 
maintenance program. Access to this location will be provided to the Joint Board 

Our maintenance team will ensure that all components delivered and in place are handled with care and supplied within manufacturer specified condition. Any 
equipment or components that are damaged by us or any of our representatives will be replaced by us. After the warranty period we assume that the Joint Board will 
assume the cost of spares via direct purchase, or at no cost mark-up by us. 

 

 

TO-026 The Toll System Provider shall provide Spare Parts adequate to support operations of the TCS and shall provide a sample inventory list of Spare Parts for the Project 
for its successful operation to ensure no degradation of service to the Project or customers. X  

 

Note: The Proposer shall include in this Technical Response Form a list of all Major Spare Parts of the System that will be used to maintain the System. A sample list 
of the types of Major Spare Parts is listed below: 
 
Roadside System 
• Image Camera and Illuminator 
• Roadside Controller 
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• Inductive Loop array (AVC) 
• Inductive loop controller (AVC) 
• Overhead Laser Scanner 
• CCTV Camera 

BOS and CSC 

• Applications servers 
• Web servers 
• Database servers (using Oracle RAC) 
• Network Switches and Routers (extra capacity) 
• Link and Load Balancers (secondary capacity) 

Proposer Response:  
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Operations and Maintenance Requirements 
Req ID Operations and Maintenance (Section OM) Required Value Add 

  Warranty     
OM-001 The Roadside System Hardware and Software warranty shall be 1 year from the Revenue Service Date for each Bridge. X   

 Note: The Roadside System warranty start and end dates will have staggered start and end dates if the Revenue Service Dates differ for each Bridge. 
 
Proposer Response:

 

  

OM-002 The BOS and all associated interfaces Hardware and Software warranties shall be a minimum of 3 years from the commencement of Revenue Service for the first 
Toll Zone. 

X   

 Note: For purposes of this requirement, the BOS shall include the account management system, transactions system, reporting system, MOMS, external systems 
provided and any systems required by the Toll Operations Center, and CSC and Walk-up Centers. 
 
Proposer Response: We will ensure that all software and hardware, as described in this requirement, will have a minimum of three (3) years warranty. 

  

OM-003 The Toll System Provider shall provide all labor, parts and materials to keep the System performing in accordance to the Performance Requirements. X   

 Proposer Response: We will ensure that we are able to provide all resources required to proactively support the performance and operation of the TCS. Allocation 
of the appropriate resources is a fundamental aspect of our project management methodology and will be accounted for to ensure that we are able to meet and 
exceed performance requirements. 

Our maintenance team has the experience and knowledge to execute the maintenance plan and sustain maximum system performance throughout the duration of 
the contract period. This includes ensuring that we have the proper labor, parts, and materials to keep the systems operating at peek functional performance levels. 

  

OM-004 The TCS Software Warranty shall cover all defects and failures. X   
 Proposer Response: The TCS software warranty will cover all defects and failures.   

OM-005 The Toll System Provider shall modify Software and configurations as necessary to maintain and support the TCS in the normal course of business. Toll System 
Provider shall provide any and all version changes, parameter changes and changes that improve the Toll System Provider's ability to maintain and support the TCS 
at no additional cost to the Joint Board. 

X   

 Proposer Response:  
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OM-006 All warranty information shall be tracked and notification of expiration sent out to distribution list approved by the Joint Board. The warranty provisions shall be 
tracked for Major Spare Parts and Components excluding consumables. 

X   

 Note: It is not necessary to track consumables. 
 
Proposer Response: MOMS tracks all data pertaining to asset and inventory data including specific warranty information for hardware and software components. It 
also automatically generates warranty reports that will be sent to applicable stakeholders notifying them of upcoming warranty expiration dates on any component 
within the project inventory, including major spare parts. 

  

OM-007 The Toll System Provider shall maintain warranty records, review Software and Hardware discrepancies and make available patch management reports to 
demonstrate Software compliance with the warranty. 

X   

 Proposer Response: MOMS will maintain all information related to the performance and functionality of all hardware, software, and network components. This 
includes the capacity to review historical information related to hardware and software discrepancies throughout the complete contractual timeframe. All warranty 
related data is stored within the MOMS warranty manager. To ensure compliance, this interface has the capacity to store warranty information on all hardware and 
software components as well as historical data of software patches and version upgrades. 

  

OM-008 The Toll System Provider shall conduct a System Certification Audit at the start of the third full year after the Revenue Service Date of the last Bridge that will include 
a compliance audit of all Hardware and Software including operating systems, databases and applications that demonstrates that all Software and Hardware meets a 
configuration audit and test that demonstrates that the System complies with all Performance Requirements. Any variances shall be reported along with a corrective 
action plan.  

X   

  Note: The Joint Board may conduct its own certification and audit at any time. TSP shall cooperate with and assist the Joint Board in any such audit. 
 
Proposer Response: We are prepared for a system certification audit, and we are confident that the system will meet performance standards at all times.  We will 
support the audit(s) as needed. 

    

OM-009 The Toll System Provider shall plan, implement and remove lane closures for toll equipment preventative or emergency maintenance. The Toll System Provider shall 
utilize the most current state traffic control plans and standards applicable to the Roadside System for the state where the lane closure will occur. The Toll System 
Provider shall request lane closures in writing and in accordance with the applicable state policy. Any preventative maintenance lane closures shall be requested in 
writing at least 14 calendar days in advance. Emergency lane closures shall be requested with 12 hours prior written notice. Notice of any immediate lane closures 
shall be communicated to the Joint Board representative via phone and email as soon as possible.  

X   

  Note: The Proposer shall include in the Price Proposal a unit price for each of the traffic control configurations outlined in the TCS. The States’ Parties will reimburse 
the Toll System Provider for each lane closure required during installation and during maintenance of traffic. 
 
Proposer Response: Our maintenance team will conduct lane closures during scheduled semi-annual preventive maintenance checks. We will conduct these 
closures in accordance with the Joint Board and seek authorization, in writing, at least 14 calendar days prior to the service. We will follow the most current state 
traffic control plans and standards applicable to the Roadside System. 

During emergency or corrective maintenance activities, we will request closures in written form to the Board at least 12 hours prior to the service. Notice of any 
immediate lane closures will be communicated to the Joint Board representative via phone and email as soon as physically possible. 

    

OM-010 The Toll System Provider shall log any lane closures including incidents reported by the Roadside System into MOMS. Any unusual circumstances shall also be 
noted in the incident report. If the information can be tracked and reported separately in MOMS, MOMS may be used to log incidents. A lane closure report shall 
identify who closed the lanes, start and end time of the closure, lane numbers closed and any comments or unusual events regarding the lane closure. If the lane 

X   
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closure was conducted by the Toll System Provider, a reason for the lane closure shall be included in the report. Any lane closures that occur within the Toll Zone 
area, defined as 1000 feet on either side of the Toll Zone, shall be reported to the States’ Parties on a monthly basis. 

 Note: This information is required so that the States’ Parties or their agents can confirm the TSP accurately reconciles and identifies anomalies in traffic or revenue 
with these special events, and to reconcile any Customer Statements sent by the Toll System Provider for reimbursement. 
 
Proposer Response: Work orders are used to notify the maintenance technicians of work that is required to support the lanes. They are also the primary resource 
for documenting the activities performed to complete that work. The MOMS solution enables the technician to input the specific information that details all aspects of 
what was done to successfully complete the work. This includes the capacity to log and report on work orders that require Maintenance of Traffic (MOT). Our 
maintenance team will log and have the capacity to report on specific issues that require MOT and lane closures. We will retain all data relating to the lane closure 
including: 

• Reason for the lane closure 
• Who closed the lanes 
• Start and end time of the closure 
• Lane numbers closed 
• Any comments or unusual events regarding the lane closure 

We will provide the data documented in these work orders in a custom MOMS Reports module. This report will be classified within our Standard Work Order reports 
and pull data from the MOT-designated fields from within each applicable work order. 
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Performance Requirements 

Req ID Performance Requirements (Section PR) 

Required Value Add 

  Roadside System     

PR-001 Roadside System shall be available 99.5% of the time.  X   

 

Notes: Compliance with availability requirements will be separately calculated and applied to each Equipment Lane for a Toll Zone as provided in Exhibit N. Available 
lanes are those with all of their components properly functioning – available to collect revenue and sending all Traffic Transactions and images to the BOS, as more 
particularly defined in Exhibit N. This 99.5% availability requirement excludes approved maintenance closures. This requirement will be evaluated for compliance on a 
monthly basis. 
 
Proposer Response:  

  

 
        

        
 

  

PR-002 The Roadside System shall be fully capable of reading and processing a minimum of 1,200 images per camera per Equipment Lane per hour.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 
  

  

PR-003 The Toll System Provider shall be fully capable of processing all license plate numbers including stacked letters.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  
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PR-004    X 
 [Intentionally not used].   

PR-005 The Roadside System shall process and create Traffic Transactions for a minimum of one vehicle per second per equipment lane for fifteen (15) seconds at each Toll 
Zone.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: Our Industry proven Lane software is a soft real time application. This highly reliable event driven application processes can respond to different 
vehicle events simultaneously from various sub systems (AVDC, AVI, VES and other devices) with in few milliseconds and accurately form a vehicle transactions. This 
proposed road side software exceeds the performance requirements mentioned in PR-005, it was proven in similar systems in production like NCTA, ICC and LAMX. 

  

PR-006 

For each vehicle passing through a Toll Zone with properly mounted Transponders in or on the Vehicle, the TCS shall accurately detect, report, and correlate with the 
correct vehicle all required Transponder information (i.e., date, time, Transponder numerical id) at an overall accuracy rate of 99.95%; if more than one Transponder is 
properly mounted in or on the Vehicle, the TCS shall report all such Transponders identified, but the requirements specified in this Section shall only apply to one 
Transponder’s reads.  

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
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Proposer Response:  
 

 

 
 

 

 
 

 
 

 
 
 

 

 

 

 

PR-007 Each vehicle passing through a Toll Zone shall be detected and reported once and only once (no exception for lane equipment or network degradation).  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: 
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PR-008 Each vehicle passing through a Toll Zone shall have at least one image that includes the vehicle make, model and license plate number captured and correlated with 
the correct vehicle at an accuracy rate of 99.9%. All Images of a vehicle passing through a Toll Zone shall be human readable at an accuracy rate of 99%. X    

 

Note: The Proposer shall identify in this Technical Response Form the size (in feet for the length and height), and the number of images captured and made available to 
the BOS. This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 
 

 

 
 

 

 
 

 
 

 

 
 

 
 

 

 
 
 

 

 

 
 

  

PR-009 

The Toll System Provider shall comply with the following times to respond to issues, deficiencies and problems and to repair equipment. These times are based on 
priority classification by event location and exclude provision of maintenance of traffic responsibilities (so long as such maintenance of traffic times are strictly within the 
time periods of this PR-009 section); These times apply 24 hours per day, 7 days per week:  
• Priority 1 –Four hours to respond 
• Priority 2 –72 hours to respond 
• Priority 3 –10 days to respond 

In all cases, setup of maintenance of traffic shall be no more than 1 hour upon approval, and demobilization of maintenance of traffic once repair is complete shall be no 
more than 1 hour.  

X   
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The Priority Levels are defined as follows: 

• Priority 1 is defined as – any failure that will result in loss of ability to collect or accurately collect revenue, including lane closures, safety hazard, or loss of 
traceability and loss of auditability in the TCS. 

• Priority 2 is defined as – any failure of a System component that will result in a degradation of System performance or results in the loss of redundancy in a key 
System component, but does not qualify as a Priority 1 event. 

• Priority 3 is defined as – minor failure of the equipment, network or Software or an indication that an event may occur that would result in a malfunction or 
degradation of the System. 

To ensure maintenance of traffic notification is measured in a timely manner, the Joint Board shall be copied on the notification to the maintenance of traffic provider. 
The Joint Board, in its sole discretion, shall determine the priority of an event (and any delay or failure by the Joint Board to identify the priority shall indicate that the 
event has a priority level of Priority 1). 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 

 

Proposer Response: Our maintenance organization will comply with the proposed response times as set forth within this requirement. We consistently meet and 
exceed response and repair time requirements within our other maintenance programs and will do so for the Joint Board. This information is stored within the work 
orders of our MOMS solution and available within our various system performance reports. We will provide this data on a monthly basis to ensure compliance. 

Twenty-four hour, seven day per week (24x7) coverage is a standard requirement that we factor into our maintenance plan and will provide timely response to all 
unscheduled activity within that timeframe 

With regard to activity that requires maintenance of traffic, the maintenance team will ensure that set-up and breakdown will each not exceed one hour in duration. 

  

  Back office System     

PR-010 
The BOS, including the IVR and Customer Website shall be available 99.9% of the time (See Exhibit N to the Agreement for details regarding calculation of BOS 
availability.) The BOS shall provide all functional service at a 99.9% availability excluding approved routine or approved scheduled maintenance periods of up to 80 
hours per year. 

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: We are experienced in providing high availability for our customers, and we are confident of being able to satisfy your requirement for back office 
system availability. As described elsewhere in our proposal, including our response to SA-003, our system is deployed with redundancy at every level, providing high 
availability as well as managing the system load. 

  

PR-011 [Intentionally not used.]   
    

PR-012 
Home and away agency Transponder status files shall be loaded and distributed to the TCS within 2 hours of receipt at least 99% of the time. If the Toll System 
Provider has written proof that the away Transponder status file was not sent by the away agency, failure to load and distribute a Transponder file for such away agency 
shall not be counted as a failure in the calculation. 

X   

 
Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
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Proposer Response: Our proposed TCS system supports incremental transponders status updates to Zone controllers from back office system, apart from periodic 
complete transponders list file update using secure file transfer to Zone controllers.  

 
 

PR-013 The BOS shall post 99.8% of Traffic Transactions, Financial Transactions, and Event Transactions completely and accurately to the TCS. Any exceptions shall be 
recorded with an "exception" transaction in the system with an appropriate exception code.  X   

 

Note: This requirement will be evaluated for by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: We will comply with this requirement. 

 
  

PR-014 
The Toll System Provider shall review and accurately post to the appropriate account all Traffic Transactions in accordance with the approved Business Rules no later 
than 2 days after the vehicle passed through the Toll Zone, at an accuracy level of 99.5% or higher. 

Images embedded in any Correspondence shall include a color picture that clearly identifies the make, model, color and license plate of the vehicle. 
X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: We provide an image review process that minimizes errors.  We meet 
this requirement in existing systems, and are confident that we can attain it for you. As described in our response to PR-008, we will capture an image that provides 
sufficient context to determine make, model, color and license plate. We will work with you during the requirements phase to determine the appropriate process for 
measuring this requirement. 

  

PR-015 All required Financial Transactions shall be processed within one (1) business day of business day closure on the day they occurred. Financial Transactions shall 
include all payments (regardless of payment method). Weekend or holiday Transactions shall be processed no later than the following business day. X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: All financial transactions will be processed within one business day, by the design of the system. Financial transactions are either processed 
immediately, or are processed by automated processes running overnight so as to ensure system performance. In either case, the transactions will be processed within 
one business day. We will work with you during the requirements phase to determine the appropriate process for measuring this requirement. 

  

PR-016 All required financial exceptions shall be processed within one (1) business day of business day closure on the day they occurred. Financial exceptions are 
adjustments, reversals or refunds.  X   

 

Note: This requirement will be evaluated for compliance by the Joint Board on a monthly basis. The timeframe for a disputed transaction for E-ZPass transactions 
outside of Toll System Provider’s control will be determined during development of the approved Business Rules. 
 
Proposer Response: All financial transactions, including exceptions, will be processed within one business day, by the design of the system. Financial transactions are 
either processed immediately, or are processed by automated processes running overnight so as to ensure system performance. In either case, the transactions will be 
processed within one business day. We will work with you during the requirements phase to determine the appropriate process for measuring this requirement, and to 
set thresholds for disputed transactions. 

  

PR-017 The Toll System Provider shall enter into the System all license plate and demographic information received from a DMV within one (1) day of data receipt.   X   
 Note: This requirement will be evaluated for compliance by the Joint Board on a monthly basis.   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 167 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Performance Requirements (Section PR) 

Required Value Add 

Proposer Response:  

  Customer Center     

PR-018 The average call wait time shall not exceed a monthly average of 2 minutes during Startup Operations and shall not exceed a monthly average of 60 seconds during 
Steady State Operations as reported on the phone system reports. The average call wait time is measured based on all calls received during a monthly period. X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 
 
 

Supervisors and Work leads will monitor in real time CSR individual availability, talk and wait times for productivity and utilization to ensure the highest level of service is 
being provided to meet and/or exceed the required monthly average wait time. 

 
 

 
  

  

PR-019 
All calls shall be handled in a professional and courteous manner all of the time. The Toll System Provider shall monitor at least 2% of all calls, measured monthly 
commencing with Pre-Toll Operations. For calls monitored the TSP shall have a regular quality control process and results shall be reported in the Monthly Operations 
and Maintenance Report.  

X   

 

Note: This requirement will be evaluated for compliance by the Joint Board on a monthly basis. 
 
Proposer Response: Xerox’s Quality Control Plan outlines each functional area of the CSC Operations and the specific daily requirements, frequency and sampling 
size.  

e will monitor a minimum of 2% of  calls.  
 

  

PR-020 
Best efforts shall be made to resolve escalated calls related to TCS services and policies while the customer is on the telephone without need for a call-back. 
Escalations that require involvement of an external agency are not included for purposes of calculating compliance with this requirement. TSP shall open a service 
request for all escalations that cannot be addressed while the customer is on the phone, and shall track the service request through the reporting system.  

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: Our staff expertise is wide-ranging and will service your customers in accordance with LSIORB policies. Our CSRs will be trained to work within 
your business policies for escalated matters that require a clear understanding of processes to better provide you with the support that you need and to better educate 
customers on how they should proceed.  
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PR-021 The TSP shall not escalate more than 5% of the total calls received by the CSC outside of the CSC. X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 
 

 

  

PR-022 The CSC shall resolve a minimum of 65% of calls during Startup Operations and 80% of the calls during Steady State Operations regarding ETC transactions, video 
transactions, Violations, products, services and policies accurately on the first contact made by the customer.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. The resolution of the call shall mean that the customer’s questions were 
answered in way such that the customer does not have to call back for the same issue or information was provided in response to the customer inquiry in way such that 
the customer does not have to call back for the same issue. 
 
Proposer Response:  

 

 
  
 
  

 

 

  

  

PR-023 All call monitoring shall be part of the regular QC process and reported in the Monthly Operations and Maintenance Report. The TSP shall cooperate with and assist the 
Joint Board in conducting random monitoring and recording the results.  

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance with this requirement on a monthly basis. 
 
Proposer Response:  

 
 

We will also provide call monitoring access to LSIORB to provide to the Joint Board the ability to 
review and monitor incoming calls received at the CSC as well. Results of our call monitoring will be reported in the Monthly Operations and Maintenance Report.  

  

PR-024 
Customer Correspondence shall be stamped as received the business day it is received. Correspondence received on non-business days shall be stamped as received 
on the first business day after the non-business day.  
 

X   
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Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: All incoming customer communications, such as applications, payments, and correspondence is date and time stamped, categorized, batched 
and scanned in the workflow on a daily basis as defined in the policies and procedures.  

  

PR-025 All new customer account applications shall be processed and recorded within the System within two (2) business days of receipt of the completed application.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: All incoming customer communications (applications, payments, correspondence, for example) are scanned, catalogued and stored digitally as 
secured documents, which can be accessed only by authorized personnel. All applications will be processed as defined in the policies and procedures. Hard copies of 
scanned documents and documents not subject to scanning are stored in a secure file room or at an approved offsite location at your direction adhering to business 
rules pertaining to document retention. 

  

PR-026 All payment types (check cash or credit card) shall be processed for payment by the System within one business day.  X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: The VECTOR 4G Financial Module  processing for payments made with a credit card or via the  web and IVR. 
All payments received at the CSC or WUCs will be processed within one business day as defined in the policies and procedures. 

  

PR-027 100% of all correspondence types other than payments shall be processed and recorded in the System within three (3) business days. X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: 

 
 We will comply with processing all non-payment correspondence received at the CSC within 3 

business days. 

  

PR-028 
All money paid to the CSC shall be credited into the designated bank accounts provided by the Joint Board. All customer payments shall be deposited within 24 hours 
of when they are received; if such day is a weekend or holiday day, on which the relevant bank is closed, the deposit shall be made by the next Day on which the 
relevant bank is open for business.  

X   

 
Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: We agree to comply with requirement as stated.  
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PR-029 

The CSC availability shall meet the following minimum requirements. 
Self Service – 24 hours x 7 days per week 
For Startup Operations: Customer Service Representative and Walk Up Center – Monday-Friday 7 am-7pm Saturday 8am-2pm, Eastern Standard Time, excluding 
approved holidays. 

For Steady State Operations: Customer Service Representative and Walk Up Center – Monday-Friday 8 am-6pm, Eastern Standard Time, excluding approved 
holidays. 

Holidays on which the CSC may be closed include New Year’s Day, Memorial Day, the 4th of July, Labor Day, Thanksgiving Day, Christmas Day and other holidays 
mutually agreed to by the Toll System Provider and the Joint Board. The Toll System Provider shall work with the Joint Board to jointly develop the Holiday schedule for 
each Contract year.  

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 As part of our total back-office solution, we will deliver a fully functional customer IVR and website that serves all your customer types and authorized 
activities 24/7 with the exception of regularly scheduled maintenance periods. 

As required, during startup we will staff both the CSC and Walk Up Centers M-F 7am – 7pm, Sat 8am – 2pm and then during stead state M-F 8am – 6pm, no 
Saturdays, excluding mutually holidays. Prior to startup and every year thereafter we will work with you to determine the holiday schedule for that year.  

  

PR-030 The Toll System Provider shall notify the Joint Board of all planned outages at least one week in advance. The Toll System Provider shall notify the Joint Board within 2 
hours of a known unplanned outage with notice of the planned up time.  X   

 
Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: We agree to comply with the requirement as stated. 

  

PR-031 

99.99% of Transponder orders placed in person shall be filled within the same business day. All Transponder orders placed in person not filled in the same business 
day in which the order was placed shall be filled before the end of the next business day. 90% of Transponder orders not placed in person shall be filled before the end 
of the day after the day in which the order was placed. All Transponder orders not filled before the end of the day after the day in which the order was placed shall be 
filled before the end of the second business day after the day in which the order was placed. In person orders are those placed at a WUC or at a retail provider. An 
order is filled when it is either handed to the customer or mailed to the customer at the best address available to the TSP as indicated in the Business Rules. 

X   

 

Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response: The Inventory Management functionality of VECTOR 4G ensures that inventory is current and that there is an adequate supply of transponders 
on-hand to satisfy the fulfillment requirement for all transponder orders made in person on the same business day. For orders not placed in person, we will leverage 
VECTOR 4G capabilities using automated processes constructed to execute without manual intervention and without affecting the production system (i.e., run in the 
background), and they include batch tag assignment for mail-in applications, phone enrollment, Web and IVR to begin the fulfillment process as transponder requests 
are received. These are just a few of the many enhancements incorporated into our baseline product through best practices and lessons learned over the years. 
Combining our technology and highly trained staff we will meet or exceed the requirements for completing transponder orders. 

  

PR-032 
The Toll System Provider staff shall be scheduled according to expected call arrivals in order to comply with the requirement that a minimum of 80% of calls be 
answered by a live representative within 30 seconds, calculated by dividing the number of calls answered by a live representative within 30 seconds by total number of 
calls received by the IVR.  

X   
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Note: This requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response:  

 
 

We will leverage our staffing models and our ability to forecast call center volumes to support the requirement that 80% of calls be answered 
by a live CSR within 30 seconds as stated in PR-032. 

  

PR-033 It is desired that the IVR answer in one ring cycle for inbound calls and customers enter the IVR tree to be presented self-service options or allowed to speak with a 
customer service representative during business hours.    X 

 

Note: If Proposer indicates it will provide this functionality, this requirement will be evaluated by the Joint Board for compliance on a monthly basis. 
 
Proposer Response 

The system is designed and sized to move a call inbound from the carrier into the IVR in well under a second.  
 

  

PR-034 [Intentionally not used.] X   

 Proposer Response: N/A   

PR-035 [Intentionally not used.]   

 Proposer Response: N/A   

PR-036 The CCTV system shall be available no less than 99% of the time.   

 

Note: Availability is defined as access to the CCTV system by remote users and the ability to use and view video in near- real-time for TCS operations. Near-real-time is 
defined for this requirement as the video being displayed within 2 seconds of the user requesting a camera view. This requirement will be evaluated by the Joint Board 
for compliance on a monthly basis. 
 
Proposer Response: The CCTV Roadside and DVAS systems meet or exceed the availability of 99%. We will make our statistics available for your monthly 
compliance review.   

X  
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Req ID Financial Requirements (Section FR) Required Value 
Add 

FR-01 All elements of the TCS shall be subject to audit of Financial Transactions, Traffic Transactions and Event Transactions.  X   

 

Note: The Revenue Control Manager, external auditors or other entities will audit and require Transaction reconciliation of the TCS from the Roadside System through 
the BOS. 
 
Proposer Response: The systems and processes we use are fully auditable. We reconcile financial transactions daily to ensure the accuracy of the transactions and 
the collection of revenue on behalf of the TCS.  

 
 

  

FR-02 The Toll System Provider shall provide a TCS that meets US GAAP policy and procedures and is subject to US GAAP audits and compliance on a regular basis. All 
elements of the TCS shall be subject to audit of Financial Transactions, Traffic Transactions, and Event Transactions. X   

 

Proposer Response:  

 

 
 

 
 

  

FR-03 The Toll System Provider shall coordinate with the Revenue Control Manager and Custodian. The Toll System Provider shall be a party to the Custody and Revenue 
Control Agreement, substantially in the Form of Exhibit O to the Agreement, once finalized prior to Revenue Service.  X   

 

Note: The Joint Board anticipates that Transaction reconciliation will be performed, and top level secure financial accounts will be established and managed, 
substantially as outlined in Attachment C-3. The Joint Board has contracted with a Revenue Control Manager that will be responsible for the confirmation and 
certification of reconciled funds received from the Toll System Provider. A Custodian established pursuant to the Custody and Revenue Control Agreement will serve as 
the trustee's representative to distribute revenues into the States’ Parties’ accounts. 
 
Proposer Response: We have extensive experience in managing, reconciling and distributing funds from financial accounts for multiple clients. The flow of payments 
as outlined in Attachment C-3 is a normal process that we would be able to manage to accommodate the segregation of different types of funds and fees to shared 
revenue accounts and Trustee Accounts. 

  

FR-04 The Toll System Provider shall adhere to the Flow of Funds diagram in Attachment C-3 in handling all Funds.  X  

 
Proposer Response: We are experienced in processing funds based on various business rules established by our clients and will be able to follow the established 
business rules of the TCS.    

FR-05 The Toll System Provider shall reconcile Financial Transactions transmitted to Custodian Accounts on a daily basis. All revenues and funds shall be swept on a daily 
basis to the Custodian to ensure that all revenues are deposited in a secure account and reconciled prior to the distribution to the States’ Parties’ accounts.  X  

 
Note: The Proposer shall describe in this Technical Response Form how the TCS handles movement of funds and reconciliation of Transactions in the System. 
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Proposer Response: We will comply with this requirement. Depending on the business preferences we establish, the transfer of funds is handled via wire transfer or 
ACH transfers.  

 
 

 

 
 

 
 

 

 

FR-06 The Toll System Provider shall interface the TCS with a commercial accounting system provided by the Revenue Control Manager. X   
 Note: The accounting system will be determined at a later date, currently anticipated to be available by March 1st, 2015. 

 
Proposer Response:  

 

  

FR-07 The Toll System Provider shall update the accounting system with current financial elements of the System (debits/credits) no less frequent than every 24 hours. X  

 Proposer Response: During the requirements and design phase of system development, Xerox will work closely with LSIORB to define the interfaces required and the 
frequency of the interface to feed financial data to the LSIORB General Ledger Accounting System.   

FR-08 The TCS shall track interoperable Financial Transactions by interoperable agency. X   

 

Proposer Response:  

 

 
 

  

FR-09 
The Toll System Provider shall map financial (cash management and custodial) accounts established by the Joint Board to multiple Financial Transaction codes (e.g. 
tolls, fees, credit payments, adjustments and reversals) and such accounts and codes shall be traceable in the TCS to demonstrate that the financial accounting system 
(provided by others) reconciles with the TCS. 

X   

 

 
Proposer Response:  

 
 

  

FR-010 The Toll System Provider shall make customer refunds within 24 hours of confirmation that a refund is owed, and shall make payments to interoperable agencies and 
transfer funds received for deposit into Joint Board accounts, in accordance with the approved Business Rules.  X   
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Proposer Response:  

  
  

FR-011 The Toll System Provider shall track receipt and disbursal of payments in the TCS by payment type and source, including but not limited to: by interoperable agency, by 
payment type (credit card, cash, check), by refunds or adjustments, and by tolls or fees such as invoice fees, administrative fees or penalties. X   

 
Proposer Response: Reports can be generated to show activity on accounts from various sources and by various types.  

  

FR-012 
Overpayments or underpayments shall be applied to an account, and records of the overpayments and underpayments to an account shall be readily available for 
review in reports generated by the TCS. Unapplied balances shall be transferrable to the customer account’s Customer Statements where applicable. An unapplied 
balance report shall be available on a daily, weekly and monthly basis. 

X   

 
Proposer Response: 

 
 

  

FR-013 

The Toll System Provider shall provide exceptions management system functionality and an exceptions operation process for payment. For example, the TCS shall 
have an operational procedure so that if payments without an account remittance slip are received by the lockbox, the operator is able to research and locate the 
account holder in the system, and apply the unallocated funds to a credit on a customer account. The TCS shall include a coding mechanism in the ERS that provides 
sufficient reporting to track any exceptions. 

X  

 

Proposer Response: Although every effort is made to identify where a payment is to be properly posted, (Name, address, return address, account numbers, violation 
numbers or transponder numbers written on checks), there are rare occasions where payments received with no identifier will have to be processed.  

  
  

FR-014 
Updates to Financial Transactions shall never modify existing Transactions. All Financial Transactions shall be appended to the original record when fees, fines, or tolls 
are partially or wholly discounted or escalated manually by an operator of the System. A list of all Financial Transactions (including codes) shall be provided in the 
System Documentation and logged with the associated Traffic Transactions in the TCS. 

X   

 
Proposer Response: 

 
  

  

FR-015 It is desired that the Toll System Provider provide manual processes to associate unspecified funds (i.e. a check without payment coupon or correct account 
information) to the proper customer account and apply these funds to the proper account.    X 

 

Note: The Proposer shall describe in this Technical Response Form the complete process including manual efforts required to locate the proper account and apply the 
funds to that account. 
 
Proposer Response: Although every effort is made to identify where a payment is to be properly posted by reviewing the name, address, return address, account 
numbers, violation numbers or transponder numbers written on checks before being posted to an unidentified account or returned to the sender asking for more 
information, there are going to rare occasions where payments received with no identifier will have to be processed.  
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FR-016 The Toll System Provider shall safeguard cash deposits and shall provide any necessary or advisable armored car services and other means to secure all cash that is 
in Toll System Provider’s custody or control. X   

 

Proposer Response: We currently provide secure locations within their walk-in centers and lockbox area in which to store cash prior to armored car service pickup. 
Only authorized employees have access to safe combinations and combinations are changed when employees with access leave the company or transfer to another 
position. A typical pickup schedule for armored car service is at the end of each working day but can be set up based on business rules established during the 
requirements and design phase.  

  

FR-017 All money paid to the CSC shall be credited into the Custodian Accounts. All customer payments shall be recorded in the TCS within 24 hours of when they are 
received by the Toll System Provider. X   

 
Proposer Response: Customer payments, such as cash and checks are posted via VECTOR 4G within 24 hours, with the exception of weekends, Federal bank 
holidays, or during disasters. Cash deposits would be picked up daily at the end of every business day (within the limitations noted above) by the armored car service 
and posted to the Custodian Accounts after delivery to the processing center or the bank. 

  

FR-018 The Toll System Provider shall process refund requests from customers. Credit card or debit card-based toll accounts shall be refunded to the same card. Cash toll 
accounts shall be refunded with a check mailed to the address of record on the account.  X   

 

Note: The Proposer shall outline in this Technical Response Form its existing refund process including escalation processes for unresolved refund requests and 
authorization levels. 
 
Proposer Response:  
Check Issuance Procedures 

 

 

 
 

 

 

 

 

 

 

  

FR-019 The Toll System Provider shall provide reports used for accounting and reconciliation of financial data. The reports must address the following functions at a minimum: 
1. Cash and all other payments collected at the CSC storefronts and other retail outlets under contract, 2. Account deposits, shortages and overages, 3. Adjustments, X   
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4. Daily reconciliations, customer accounts balances, CSC and VPS activities, tolls collected and tolls posted, images received versus video images processed, 5. 
Recommended fund transfers, deposits and withdrawals, 6. By CSC for each shift, number of Transaction types, deposits by payment type, cash deposits, low, high 
and average value, 7. Aggregate account balance activity including beginning-of-day and end-of-day balances, all tolls and fees, and replenishments, and 8. 
Interoperable account activities for home and away Transactions for Traffic Transactions reconciliation and settlement. Additional financial related reports may be 
submitted for evaluation. 

 

 
Proposer Response:  

 
 

  

FR-020 The Toll System Provider shall interface to an accounting system (provided by the Revenue Control Manager) to support reporting of the cash flow and all resources.  X   

 

Note: The Toll System Provider shall submit in this Technical Response Form a summary of data that can be provided by the TCS in a system to system interface (e.g. 
FTP site) daily to support a financial management system. While the TCS and Accounting System will transmit data, there will be no system to system integration 
between the accounting system (provided by others) and the TCS, except the file transfer of reconciled data shall be automated in the System. 
 
Proposer Response:  

 

  
  

  

FR-021 The TCS shall provide for a methodology to batch process refund checks to the third party accounting system or Custodian who disburses revenue. X   

 

 
Proposer Response:  

 In that case, we send refund information in a batch file, and after the 
external system generates the refund checks,  

  

FR-022 The Toll System Provider shall provide an interface to the accounting system.  X   

 

Note: The Proposer shall provide in this Technical Response Form a list of configurable financial accounting codes that track debits, credits and adjustments and 
reversals to all payments received in the System, including but not limited to credit cards by type, lockbox, check, and any other payments received in the System. 
 
Proposer Response: The VECTOR 4G financial management module provides accounting codes, pay type, and transactions details. Authorized users can view the 
information online, or generate a variety of reports to determine all payment source, type, and disposition. 

  

FR-023 
The Toll System Provider shall have financial codes for Traffic Transactions and Financial Transactions that will be transmitted to an external accounting system that 
separates administrative fees, fines and discounts from the tolls so they can be accounted for separately during reconciliation. All financial codes and associated 
Transactions shall meet all system availability and data retention requirements. 

X   

 Proposer Response: Financial and transaction codes are configurable, and will be mapped to your accounting codes for transmission.   
FR-024 The Toll System Provider shall provide double entry recording for all Financial Transactions in the System. X   

 
Proposer Response: VECTOR 4G provides complete double entry recording of transactions,  
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FR-025 The Toll System Provider shall provide reports that provide the existing debits and credits no less than every 24 hours. All reports shall be automated for delivery and 
shall be reconciled against the data transmitted to the commercial accounting system (e.g. general ledger) provided by others. X   

 
Proposer Response: Financial reports that provide debits and credits are available at any time, based on user-defined parameters. All reports can be scheduled to run 
automatically and can provide results via email.   

FR-026 The TCS shall provide an audit trail for all Traffic Transactions and Financial Transactions that shows all changes made in the system with respect to the relevant 
Traffic Transaction and Financial Transactions, including what was changed and by whom (system or non-system user) including a reason for the change if applicable. X   

 
Proposer Response:  

   

FR-027 Every payment (receivable) in the TCS shall be traceable to payment method, payment type and source of payment. X   

 
Proposer Response: All payment records include payment method, type, and source.  

   

FR-028 The TCS shall provide self-balancing, double entry accounting consistent with GAAP. X   

 
Proposer Response: VECTOR 4G provides complete double entry recording of transactions, and provides a variety of reports, like trial balance and detail reports, to 
allow reconciling the entire system. We routinely submit to independent auditing of the system with respect to GAAP.   

FR-029 The Toll System Provider shall provide functionality to support home or away interoperable Traffic Transactions processed by the Roadside System. The TCS shall 
process all types of Traffic Transactions including but not limited to ETC, Unregistered Video, and registered video Traffic Transactions. X   

 Proposer Response:    

FR-030 The TCS shall provide adjustments and reversals to support refund processing to accounts for the disbursement of money to customers, States’ Parties, interoperable 
agencies, and external service providers, including but not limited to the lockbox provider, collection agency and credit card payment processers. X   

 
Proposer Response: Our system provides ability to refund  

   

FR-031 

The Toll System Provider shall issue refund checks for overpayments of prepaid ETC Accounts or Registered Video Accounts that are closed or inactive (after a 
configurable time period) to customers. The TCS shall automatically change an account status to closed or inactive when there has been no activity for a configurable 
(from 0 to 999 days) number of days. 
 

X   

 
Proposer Response:  is configurable as to the business rules for closed and inactive accounts. The flow and steps are defined as rules, and parameters 
are defined for each step. Authorized users can modify the rules and parameters.    

FR-032 The Toll System Provider shall describe how unclaimed property is handled within the System for in-active accounts with one (1) year or more of no activity. The 
inactivity period shall be configurable. X   

 
Proposer Response: As described in the forgoing, rules and parameters define how accounts progress through legal states, including to an unclaimed property state. 
We will work with you during the requirements and design phases to define appropriate rules for your system as well as compliance with escheat laws in both states.   

FR-033 
All funds received from all payment sources external to the TCS shall be provided to the Joint Board on a gross basis unless an approved external vendor does not 
support gross payment remittance. If an external vendor(s) does not support gross payment remittance, the Toll System Provider shall provide a separate transaction 
record that clearly itemizes gross revenue and all deductions therefrom made by the external vendor(s). 

X   

 Note: The Proposer shall describe all such instances and the associated fees, which shall be on an actual cost basis only. 
   

Indiana Finance Authority/Joint Board Form K Request for Proposals 
LSIORB Toll Services Project Page 178 of 228 ITP Forms 
  Addendum #1 

CONFIDENTIAL 
 



 

Req ID Financial Requirements (Section FR) Required Value 
Add 

Proposer Response: As described in the forgoing, rules and parameters define how accounts progress through legal states, including to an unclaimed property state. 
We will work with you during the requirements and design phases to define appropriate rules for your system as well as compliance with escheat laws in both states. 

FR-034 The Toll System Provider shall accept MasterCard, Visa, and American Express. X  

 
Note: The Proposer shall indicate any others credit card types that it can accept in its Technical Response Form. 
 
Proposer Response: In existing operations, we accept MasterCard, Visa, American Express, and Discover credit cards, as well as PIN-less debit cards. 
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Access Control and CCTV Requirements 
 

Req ID 
Access Control and CCTV Requirements (Section AC) 

Required Value Add 
  Access Control Requirements     

AC-001 
The Toll System Provider shall provide an access control system for all the Roadside System cabinets provided by the Toll System Provider. The access control 
system shall be a card system that provides restricted access for the Toll System Provider staff. The Joint Board staff shall be provided 10 cards for access, but Toll 
System Provider is anticipated to be the only entity that will access the Roadside System cabinets. 

X   

 

Proposer Response: 
The access control system uses Johnson Control’s (JCI’s) P2000 Security Management Software. The 
roadside cabinet configuration, using JCI’s P2000 software will be loaded on a server that will be 
installed at the toll host facility. The S321-IP controller will be mounted inside the roadside cabinets. 
Once access is granted from an identified technician, an electronic door lock will be energized that will 
allow the roadside cabinet doors to be opened and access inside the cabinets. The P2000 software will 
be programmed to alarm if the cabinet remains open for a programmed length of time. The P2000 
System will be integrated with the Milestone XProtect Professional Video Management System to 
capture and record the identity of anyone who presents a proximity card credential at the lane electric 
cabinet (LEC). 

 
Exhibit AC-001-1. Roadside Cabinet  

Door Configuration 

 

 

AC-002 The Toll System Provider shall provide setup, install and configure a CCTV pan title zoom camera and all data communications to monitor the equipment cabinets. 
The Toll System Provider shall trigger CCTV events for recording and pre-sets to position camera at the point of alarm. X 

  

 
Proposer Response: To record any activity at the roadside cabinet, the access control system, using JCI’s P2000 Security Management Software, will activate the 
Samsung SNP-3302H PTZ cameras to record all activity in the cabinet area being accessed. The camera will return to the pre-set position after work at the cabinet 
has been completed, the cabinet door has been locked, and there is no activity to trigger it. 

 
 

AC-003 The Toll System Provider shall track data and provide reports showing entry and exit times for facilities, secure areas, toll equipment and other devices requiring 
secure access. If a door is not closed within a preset time (configurable) an alarm shall be generated by the access control system. X 

  

 
Proposer Response: The access control system, using JCI’s P2000 Security Management Software, will provide reports that show entry and exit times for 
facilities, secure areas, toll equipment and other devices requiring secure access. The P2000 software will be programmed to alarm if any roadside cabinet door 
remains open for a programmed length of time. 

 
 

AC-004 
The Toll System Provider shall provide an Access Control System with the capability for authorized users to manage user roles, including but not limited to: create 
new roles, assign and un-assign users to roles, adjust roles, deactivate roles; and, in general, control all rights within the System through the assignment of user 
roles. 

X 
  

 
Proposer Response: The P2000 system from JCl allows authorized users to manage user roles. Some of the features it includes are the ability to create new roles 
with the proper access level, assign and un-assign users to roles, adjust roles, deactivate roles, and it can control all rights within the System through the 
assignment of user roles as required by LSIORB. 
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Req ID 
Access Control and CCTV Requirements (Section AC) 

Required Value Add 

AC-005 

The Toll System Provider shall utilize an existing Access Control System for the CSC with additional staff or roles added for the Project. The Toll System Provider 
shall have an Access Control System for the Walk-up Centers that provides for key or access card access to the Walk-up Centers. The Toll System Provider shall 
make available Access Control System audit reports on-demand, including but not limited to: 1) logged activity by activity type; 2) logged activity by user accounts; 
and 3) logged activity by user. 

X 

  

 

Proposer Response: In accordance with final lease terms, we will install security cameras and digital video recorders (DVRs) to allow 24-hour recorded video 
surveillance in the CSC, walk-in center and MPC locations. Cameras will be located at 1) every point of entrance or exit, 2) all areas that process payments and 
payment information (cash, checks and credit cards), and 3) storage areas where archived data is stored, regardless of media type and safe access. The DVRs will 
hold a minimum of two months footage before overwriting to disk. 

Per Xerox policy, each employee will be provided a photo ID that must be worn at all times while in the facility, in addition to any other photo ID that may be issued 
by the landlord to gain access into the building. The photo ID may also function as a card key into the CSC. A central security server will control badge access and 
will provide the security coordinator the ability to run periodic reports as part of regular physical security audits. A predefined access template determines employee 
access. Access templates will be created to allow appropriate access to different parts of the office for specific timeframes. Xerox policy requires periodic review of 
badge access and associated access levels. 

One feature of the policy is that each facility is assigned a security coordinator who is an on-site employee responsible for implementing, enforcing and reviewing 
the documented policy. Any violation of security policy is reported to local management and corporate security promptly. Xerox management and security staff will 
identify and establish standard opening and closing procedures to ensure a safe and secure working environment.  

  
  CCTV     

AC-006 The CCTV roadway cameras shall be used for observation, to audit traffic as it passes the Roadside System, and to monitor Toll Zones and toll equipment sites for 
security purposes. X   

 

Proposer Response: For the CCTV roadway cameras, we will provide a digital video audit system (DVAS) that will incorporate an Axis CCTV camera system and 
the Agilent TollVision system. The lane overview cameras will be power over Ethernet (PoE) design. The lane overview cameras will have remote focus and zoom 
capability. DVAS lane overview cameras will be pan-tilt-zoom (PTZ) types, in vandal resistant enclosures. The system will include a total of nine (9) lane overview 
cameras for the following locations: 

• Downtown Bridge – 7 lanes, two cameras required 
• Downtown Bridge Bidirectional – 4 lanes, one camera required 
• Kennedy Bridge – 8 lanes, two cameras required 
• Kennedy Bridge Bidirectional – 3 lanes, one camera required 
• East End Crossing 1 – 4 lanes, 1 camera required 
• East End Crossing 2 – 4 lanes, 1 camera required 
• I-65 Ramp – 3 lanes, 1 camera required 

The DVAS will have two (2) plaza tier systems one located at the Downtown Bridge with 9TB of storage and the second at the East End bridge with 4BT of storage. 
The first plaza is responsible for four (4) tolling zones, and the second plaza responsible for the remaining two. 

The DVAS system will have an administrative application, a TollVision Enterprise Tier that resides on a server located at the toll collection systems Host facility that 
enables authorized management personnel (10 client license) to determine access permissions and DVAS settings. DVAS administrators will be able to configure 
playback with specific fields of data visible to specific categories of users. Authorized users will be able to copy, save, and print segments of recorded data as 
images or video. The ability to crop and alter these copies is to be part of the system without altering the original. Agilence will provide the necessary commissioning 
and support during the system development for the DVAS integration with VECTOR 4G. 
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Req ID 
Access Control and CCTV Requirements (Section AC) 

Required Value Add 

AC-007 
CCTV video shall have the following Transaction data correlated to the video: 1) The live feed of the CCTV roadway camera shall be available to the CSC; 2) The 
Transactions shall be indexed to the roadway overview camera for auditing; and 3) The CCTV roadway overview cameras and recordings shall require separate 
identification and password authentication requirements from those of the CCTV site security cameras and recordings. 

X 
  

 
Proposer Response: The DVAS TollVision live feed is available through a simple GUI URL that enables users from any location with proper access to view this 
video.  

 
AC-008 It is desired for the live feed of the CCTV roadway camera to be available to the Walk-up Centers.   X 

 Proposer Response: Both the DVAS CCTV and the Access Control CCTV cameras video are available through a simple GUI URL that allows users from any 
location with proper access to see these video feeds, including the Walk-Up Centers. 

 
 

AC-009 

The CCTV cameras shall have Pan-Tilt-Zoom control for observation of each Toll Zone. The CCTV cameras shall be mounted in such locations that the full Toll 
Zone and toll equipment is visible by the CCTV camera. The CCTV cameras for roadway overview and site security shall record to a digital video recorder for 
motion video storage. The CCTV cameras shall record periods of inactivity at lower frame rates or resolution than the normal settings, and shall have a viewable 
image on a 24 hour per day, 7 day per week basis. The CCTV camera shall provide a continuous capture of the tuned field of view. 

X 

  

 

Proposer Response:  The roadside cabinet Samsung SNP-3302H cameras features a 30x auto focus zoom lens (3.5-105mm), 360° continuous rotation, high-
speed pan and tilt operations at 500° per second, 255 presets. The Axis P3364-VE DVAS camera supports digital pan/tilt/zoom, allowing a view area that can be 
cropped from the full view to be streamed for viewing or recording. This can be used to minimize the bit rate and storage needs by optimizing the fixed viewing angle 
after installation, or by allowing pan, tilt and digital zoom in the view. The cameras are configured to record periods of inactivity at lower frames rates that reduce 
data storage, and during cabinet access events will return to recording at the normal video frame rate. 

 

 

AC-010 

The CCTV cameras provided by the Toll System Provider shall be color digital cameras supporting a minimum resolution of 540 vertical lines. The CCTV camera 
shall be a proven commercial product with a second source that can be expanded or updated, in a modular fashion, over time, applicable to both Hardware and 
Software without modification to any portion of the TCS. The CCTV camera shall provide clear video in both normal day and night conditions, and adjust for poor 
light conditions.  

X 

  

 

Proposer Response: The roadside cabinets’ Samsung SNP-3302H cameras offers full VGA resolution (640 vertical, 480 horizontal) at 30 fps and a long list of 
features including true Day / Night operation with ICR, The Axis P3364-VE DVAS cameras delivers 30 fps in all resolutions up to HDTV 720p/1MP. It has 
outstanding light sensitivity and will maintain colors even in very poor lighting conditions of the Axis in image processing. Both Samsung and Axis cameras have 
other models that will meet these requirements as a second source option. 

 

 

AC-011  CCTV cameras and all of the associated electronic equipment shall be housed in a weatherproof NEMA rated enclosure and be protected against vandalism and 
mounted out of physical reach.  

 X 
  

 
Proposer Response: The CCTV roadside Samsung SNP-332H camera has an IP66 (NEMA 4X) vandal-resistant housing with heaters that give it a temperature 
range of -58°F to 122°F and DVAS Axis P3364-VE IP-66 weather-proof and vandal-resistant housing rated to operate in extreme temperatures from -40° to 55° C (-
40° to 131 °F). The Samsung and Axis cameras will be mounted atop the gantry structures positioned for optimum viewing of the cabinets and roadway. 

 
 

AC-012 

The CCTV camera and associated digital video recorder (DVR) shall include an administrative application at the toll facility host which shall enable authorized 
managers to determine access authorizations and CCTV settings. The CCTV system shall configure the CCTV network recordings, data, all other network settings, 
and events based on motion detection in the field of view or other event triggering, for a configurable number of seconds before and after the event, and shall allow 
playback, such that configurable specific fields of data are only visible by specific categories of users. 

X 

  

 

Proposer Response: Both the CCTV roadside camera system and DVAS camera host systems have administrative programs that allow an authorized user to 
configure the two systems for data size, storage size, viewing, alarms, camera and system maintenance, user access rights, and timing for video recording before 
and proceeding events. 
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Req ID 
Access Control and CCTV Requirements (Section AC) 

Required Value Add 

AC-013 The CCTV camera DVR and associated Hardware shall be time synchronized with the TCS and CCTV cameras, and applications shall remain in operation and 
continue recording when the communications fail, such as a failure of any Roadside System equipment.  X   

 
Proposer Response: Both the CCTV roadside camera system and DVAS camera system will receive time synchronization from the toll system host so that all 
video will be synchronized to toll system events, and alarms.  

 

AC-014 CCTV Cameras shall detect movement for specific zones near cabinets or building doors. CCTV cameras have the capability to be aimed in any of 360 degrees of 
direction and 180 degrees of tilt, with a zoom capability of ten times. X   

 
Proposer Response: The roadside cabinet Samsung SNP-3302H cameras features a 30x auto focus zoom lens (3.5-105mm), 360° continuous rotation, high-
speed pan and tilt operations at 500° per second, 255 presets. The Axis P3364-VE DVAS cameras support digital pan/tilt/zoom, allowing a 360⁰ viewing area that 
can be cropped from the full view to be streamed for viewing or recording. 

 
 

AC-015 The Toll System Provider shall provide a digital video recorder to record the CCTV camera video. Authorized users shall access and query the DVR to search video 
by date, time and location.  X  

 

Proposer Response: The CCTV roadside camera system DVR is an HP DL380 Gen 8. It will record 60 days storage at 10 FPS/720p/H.264/7x24 for the cameras 
(4TB for EEC and 9TB for the Downtown and Kennedy) unformatted; the system is configured with a mass storage with RAID 1. The DVAS camera system DVR is 
an Intel-based rack mount server. One for the East End Crossings and one for Downtown / Kennedy Crossing Tolling Zones will be a Dell R320 that will record 60 
days storage at 10 FPS/720p/H.264/7x24 for the cameras (4TB for EEC and 9TB for the Downtown and Kennedy) unformatted. The system is configured with a 
mass storage with RAID 5, non-redundant p/s. Both systems will be configured to have access from authorized users and capable of searching using video by time, 
date and tolling location. 

 

 

AC-016 
The DVR shall be configurable to provide a range of recording frames per second and shall be write-protected to prevent anyone from altering the recording. All 
video recordings shall be accessed within two (2) seconds of a request to review the video and the DVR shall store sixty (60) days of recording on the DVR and be 
configurable between one (1) and sixty (60) days. 

 X 
  

 
Proposer Response: All data stored on the DVR will be protected via the user access rights in the CCTV roadside system host and the DVAS host system. The 
mass storage for both systems has been sized using the ITP data and will store at a minimum 60 days of video and data for both systems. Video for the CCTV 
roadside system and the DVAS system is available to the user with correct account access within two (2) seconds of the video query. 

 
 

AC-017 
Authorized users on the TCS network shall be able to access, open and display cameras on a personal computer through a DVR application provided by the Toll 
System Provider. The Toll System Provider shall provide VPN access for users to remotely access the TCS network. The authorized user shall access the DVR 
through the network to play back previously recorded video with selected lane activity data for review. 

X 
  

 

Note: It is expected that the Toll Operations Center staff and the Joint Board will be the primary users of these videos. 
 
Proposer Response: Video for the CCTV roadside system and the DVAS system is available to a user with correct account access. If the user has access to the 
system using a VPN, this can be done remotely. 

 

 

AC-018 

The DVR shall enable an authorized user to copy, save, and print segments of recorded data as images or full-motion video and to crop and alter those copies if 
necessary without altering the original. The DVR recordings shall all be in one industry standard open format for recording and displaying live streaming video and 
full-file downloads. The DVR shall automatically purge CCTV data not marked for archive after a configurable period of time, with the default set at 60 calendar 
days. The DVR shall provide the ability to automatically archive alarm events and other designated critical events regardless of purge cycle.  

X 

  

 

Proposer Response: The CCTV roadside system and the DVR systems have user interfaces for authorized users that to copy video for play back and review. The 
copied full motion video and associated data can be saved to the hosts systems for play back.  Authorized user notes can be added to the saved video with 
alteration of the original video and can be archived for at least 60 days prior to the automatic purging application.  The purging application is configurable and will be 
determined during detail design for the maximum time to store data prior to purging. 
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Access Control and CCTV Requirements (Section AC) 

Required Value Add 

AC-019 
Toll System Provider shall provide CCTV and DVR report(s) that include but are not limited to the following information: 1) user access to the CCTV camera system 
including date and time stamp and camera name; 2) firmware version and date, and 3) camera and DVR configuration. It is expected that these reports are 
commercially available from these devices. 

X 
  

 
Proposer Response: The provide systems provide following reports authorized user access to the CCTV camera system that include the date and time stamp and 
camera name the user accessed, the firmware version and date of the system and all the CCTV roadside and DVAS system cameras and DVR configurations.   

AC-020 
It is desired that the CCTV system utilize the latest applicable version of NTCIP 1205 – Object Definitions for Closed Circuit Television (CCTV) Camera Control. 

  X 

 
Proposer Response: Xerox will work with our subcontractors for the CCTV roadside system (Johnson Controls) and the DVAS system (Agilence) to meet the 
NTCIP 1205 requirements.  

 

AC-021 The Toll System Provider shall provide CCTV maintenance to satisfy Mean Time Between Failures(MTBF) – of 10,000 hours based on continuous operations of 24 
hours a day 7 days a week usage.  

X 
  

 
Proposer Response: As part of the Xerox maintenance all the CCTV roadside systems and DVAS systems preventative maintenance will be performed on the 
systems bi-annually by trained Xerox technicians to maintain continuous operation of the two systems meet the required MTBF of this RFP.  

 

AC-022 
The CCTV system shall be sized such that a minimum of ten (10) concurrent users may use the system without degradation of the system. 

X 
 

 
Proposer Response: Both the CCTV roadside systems and the DVAS systems shall allow at a minimum ten (10) concurrent users with any degradation of the 
systems.  
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TCS Workflows 

Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

WF-001 Transaction Creation and Processes 
The Toll System Provider shall provide System functionality to process Transactions that are created at the Roadside System and sent to a BOS. X  

 

Note: The Proposer shall describe in this Technical Response Form all data available in the System, and specify configurable data available in the System. The 
system and operations work flows shall also demonstrate traceability of Traffic Transactions and Financial Transactions within the System from the Roadside 
System into the BOS. Proposer shall describe in this Technical Response Form the toll rating design within this workflow. If the toll rating is conducted outside of 
this work flow, Proposer shall state where the rating is done in the TCS. The Proposer shall describe in this section of the Technical Response Form the toll rating 
functions and configurability of the toll rating functions regardless of where it resides in the TCS architecture. The Proposer shall describe in this Technical 
Response Form all operational configurable parameters and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 
 

 
 

 
 

 
 

WF-002 Transaction payment processing and settlement 
The Toll System Provider shall provide system functionality and operations processes to process Transaction payments and settlements on all account types. X  

 

Note: Transactions are paid from the account and settled with home or away agencies as paid, closed or escalated for further notice of payment required. The 
Proposer shall describe in this Technical Response Form the transaction payment process and settlement work flow, and shall include in such description how 
partial payments are handled and how exceptions for unpaid or failures to process in the System are identified and resolved for a Transaction. The Proposer shall 
provide in this Technical Response Form a list of exceptions of payment processing and posting. Examples include a bad credit card on file or how an insufficient 
payment would escalate to the Violation process. The Proposer shall describe in this Technical Response Form all operational configurable parameters and system 
configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 

 
 

 

 

 

WF-003 
Account management system functions (open, close, update accounts)  
The TCS shall provide account management system functions and operational processes for Traffic Transactions received from the Roadside System and sent to 
an account for payment.  

X  

 

Note: The Proposer shall provide operations and system workflows in this Technical Response Form that describe how accounts are created, updated and 
maintained in the System. The Proposer shall provide in this Technical Response Form a list of all account types and their functions available in the System 
including but not limited to ETC Accounts, Registered Video Accounts and Unregistered Video accounts. The Proposer shall also provide in this Technical 
Response Form a list of configurable fields and functions that can be used by the system operator or customer in interacting with accounts. The Proposer shall 
describe in this Technical Response Form all operational configurable parameters and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 

 
 

  
 
 
  
 

 
 

 

 

 

 

  
 
  

 
 

 
 

WF-004 
Customer service representative customer interactions  
The TCS shall provide functional customer interfaces that include updates to the account, maintenance of the account or handling of special cases such as habitual 
violators or other special circumstances.  

X  

 
Note: The Proposer shall provide in this Technical Response Form system and operations work flows that illustrate how the customer service representatives 
interact with the System. This includes but is not limited to account opening, updates of demographic or payment information, escalation of unresolved issues and 
dealing with an irate customer. The Proposer shall provide in this Technical Response Form a list of existing work flows on how case management is handled within 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

the TCS. Case Management shall include but not be limited to how unresolved customer contacts are escalated until resolved. The Proposer shall describe in this 
Technical Response Form all operational configurable parameters and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 

 
 

WF-005 
Image Review 
The TCS shall provide System functionality and operations processes to process images in Traffic Transactions and post the Transaction to the BOS prior to the 
issuing of Customer Statements.  

X  

 

Note: The Proposer shall provide in this Technical Response Form system and operations work flows for the review, identification and disposition of license plate 
numbers and state jurisdictions including establishment of thresholds for automatic OCR confidence levels, double blind reviews, presentation of the image to the 
reviewer, aids to complete the correct license plate and jurisdiction to the operator and any other operations quality assurance tools that can aid the operator with 
identifying and coding the correct image for post processing. The Proposer shall describe in this Technical Response Form all operational configurable parameters 
and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 
 

 
 

 

 
 

 
 

WF-006 
Invoice generation and escalation 
The TCS shall provide system functions and operations processes for Registered or Unregistered Video accounts. The TCS shall send individual Transactions on 
an invoice or bundle Transactions into an invoice. 

X  

 

Note: The Proposer shall provide in this Technical Response Form work flows for invoice escalation leading into the Violation processes including how invoice and 
Violation documents are generated, printed and mailed to customers and Violators. The Proposer shall provide with this Technical Response Form sample 
Customer Statements for the Project including any fees (administrative or invoice fees and Violation fines). The Proposer shall describe in this Technical Response 
Form all operational configurable parameters and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 
 

 

  
 

  
 

  
  

 

 
 

 

 
 

 

 
 

 

WF-007 
Violations processing (post-paid no payment) 
The TCS shall provide system functionality and operations processes for Customer Statements after unsuccessful collection through the invoice notices for video 
account customers or now invalid ETC Account customers. 

X  

 

Note: The Proposer shall provide in this Technical Response Form system and operational work flows for Violation creation, escalation and advancement through 
initial and final notices including collections, escalation to an administrative hearing process or traffic court process. The Proposer is responsible for the evidentiary 
package for administrative hearing process and court on the LSIORB Project. The Proposer shall describe all operational and system configurable parameters that 
can be modified in the system in this Technical Response Form. The Proposer shall also describe in this Technical Response Form available triggers that escalate 
a Violation in each stage, such as automatic timers and those levels which have manual override or require a manual escalation to the next stage in the Violation. 
The Proposer shall also describe in this Technical Response Form how Violations escalate for payments below or above partial payment thresholds. The Proposer 
shall also describe in this Technical Response Form any quality assurance measures that are taken to confirm the Customer Statement prior to being issued to the 
customer. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 
 

 

  
  

 
 

 
 

 
 

 

 
 

 
 

 
 

 

 
 

 
 

 

WF-008 Incoming payments at the Walk-up Center – Credit, Check, Cash 
The TCS shall provide system functionality and operational processes to accept credit cards, checks, and cash at the Walk-up Centers.  

X  

 

Note: The Proposer shall provide in this Technical Response Form work flows for other functions offered at the Walk-up Centers with the Toll System Provider’s 
system. The Proposer shall provide in this Technical Response Form a list of typical exceptions and how the exceptions are resolved operationally or through the 
system. Examples of exceptions in the context of this requirement are declined credit cards, verification of the identity of the credit card (if applicable), check 
validation processes or other ways to verify the payment authenticity. The Proposer shall describe in this Technical Response Form all operational configurable 
parameters and system configurable parameters that impact operations. 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

Proposer Response: 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

WF-009 
Payment Processing (including lockbox, reversals, payment plans, refunds or mitigated deals) 
The TCS shall provide system functionality and operational processes to accept, process and settle lockbox payments, issue refunds, reverse Transactions and 
fees and perform mitigated deals for a customer on all account types. 

X  

 

Note: The Proposer shall provide in this Technical Response Form a list of existing work flows with regards to how lockbox payments are posted to the system, how 
the system or users of the system can issue refunds, reverse Transactions and fees and tolls on an account and how mitigated deals can be made for payment for a 
customer for all account types. The Proposer shall describe in this Technical Response Form all operational configurable parameters and system configurable 
parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 
 

 
 

 

 

 

 
 

 

 

 

  

  
  
  
 
  

 

WF-010 
Collection agency and court interfaces 
The TCS shall provide system functions and operational processes for use of internal collections process or external collection agency and court processes after 
failure to collect funds from invoice, Violation, and collection notice process. 

X  

 

Note: The Proposer shall provide in this Technical Response Form a list of existing work flows that describe the human to system and system to system interfaces 
for the implementation of multiple collection agencies, and multiple court or self-imposed adjudication processes. The Proposer shall identify in this Technical 
Response Form the number of different collection agencies and court jurisdictions that can be interfaced with the System. The Proposer shall also describe in this 
Technical Response Form Over the years, our system has developed interfaces with multiple collection agencies. When interfacing with multiple collections 
agencies on a single program like yours, the criteria to select a collection agency is set at the program level. 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
All Prepaid or Registered Video accounts follow common criteria to determine the collection agency at the initial time of referral. All subsequent escalations follow to 
the initially referred collection agency. The referral criteria is setup using VECTOR business rules and policies based on what currently exists in the system, which 
includes accounts by last name, account balance thresholds, account number range and account types. The selection criteria can be changed at the program level 
at any time but it affects only the new referrals. Typical reason to push more transactions to a specific collection agency is based on collection agencies 
performance, which is possible by changing thresholds within specified criteria. 

Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

WF-011 
Customer self-service payments including cash replenishments 
The TCS shall provide system functionality and operational processes for self-service channels such as an IVR system, Customer Website, and mobile payments or 
other means to provide a low cost and convenient method for receiving and processing customer payments. 

X  

 

Note: The Proposer shall provide a list of work flows for all self-service account functions on the Customer Website and IVR including but not limited to how to open 
an account, add funds to an account, add, update, and delete a payment method, and dispute tolls. The Proposer shall describe any other self-service functions 
available in the TCS. The Proposer shall also provide a list of all workflows for cash replenishments including the media used for the cash based solution (i.e. 
reloadable card, account number only, self-service kiosk or cashier). The Proposer shall describe in this Technical Response Form all operational configurable 
parameters and system configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

 
 

 

 
 

 
 

 
 

 

 
 

 

WF-012 
Financial Reconciliation within TCS and with external accounting system 
The TCS shall provide system functionality and operational processes to process Financial Transactions that account for all payments made from the customer to 
the TCS, external agencies and/or customer interfaces (such as kiosks or retail outlet) or money received from other agencies for Project account holders. 

X  

 

Note: An accounting system (General Ledger, for example) will be provided by others. The Proposer shall interface with the third-party-provided accounting system 
and reconcile all Financial Transactions and Traffic Transactions collected and processed by the TCS. The Proposer shall provide in this Technical Response Form 
workflows on how its TCS reconciles financial data with an external accounting system. The Toll System Provider shall also provide in this Technical Response 
Form a list of all accounting codes available and typically sent to the accounting system and shall provide the ability to track debits, credits, reversals and 
adjustments. The Proposer shall describe in this Technical Response Form the frequency of the data transferred to external systems and typical audit processes 
and frequency of the audits. The Proposer shall describe in this Technical Response Form all operational configurable parameters and System configurable 
parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

  
  
  
  

 
 

 

  
  
  
  
  
  
  

 
 

 

 
 

 
 

 

 
 

 
 

 

 

WF-013 
TCS incident management  
The TCS shall provide System functionality and operations processes to create, manage, and dispose of incidents within the TCS (e.g. Roadside System, BOS and 
TOC). 

X  

 

Note: These work flows shall address how priority levels are established in the System, how work tickets are created and how dispatchers will be notified, take 
action and resolve the incident. This is classically the incident management component of a Maintenance Online Management System (MOMS) and shall include 
the functions of the Toll Operations Center responsible for managing these incidents. The Proposer shall describe in this Technical Response Form all operational 
configurable parameters and system configurable parameters that impact operations. 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

WF-014 
TCS monitoring 
The Toll System Provider shall provide system functionality and operations processes that provide Hardware, Software and System alarm generation, priority levels 
assignments and final disposition. 

X  

 

Note: The Proposer shall include in this Technical Response Form a list of all alarms, whether it is Hardware, Software or System and what triggers the alarm. For 
example, if the alarm is triggered more than 5 times in 3 minutes, the frequency for a time period shall be provided with the alarm message description. This is 
typically the System monitoring component of a Maintenance Online Management System (MOMS) and shall include the functions of the Toll Operations Center 
responsible for managing these incidents. The Proposer shall describe in this Technical Response Form all operational configurable parameters and system 
configurable parameters that impact operations. 
 
Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

    

  
 

  

  
 

  

  

    

  
 

  

    

 
 

   

    

  
 

  

 

WF-015 TCS inter-agency Transaction processing and settlement 
The TCS shall provide system functionality and operations processes to interact with other agencies to process, settle and reconcile interoperable Transactions.  X  

 

Note: The Proposer shall also describe in this Technical Response Form how the TCS is able to audit all transactions processed by other agencies to be settled on 
home accounts and how Traffic Transactions within the System are processed for “away customers” who hold an account with another system. The Proposer shall 
describe in this Technical Response Form all operational configurable parameters and System configurable parameters that impact operations. 
 
Proposer Response: 
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 

  
  

 
 

 
 

 
 

 
 

 
 
 

 
 

 
 

 

  

WF-016 TCS configuration management 
The TCS shall provide system functionality and operations processes to provide configuration management of the Hardware and Software in the TCS.  X  

 

Note: The Proposer shall describe in this Technical Response Form all work flows and its configuration management system to ensure that all systems provide 
traceability and a clear audit trail of the approved configuration for the operational system. The configuration shall include all operational parameters, system level 
parameters, Hardware and Software. The Proposer shall describe in this Technical Response Form how changes are made through its configuration control board 
and how the client (i.e. Joint Board) participates in this configuration control process. The Proposer shall also describe in this Technical Response Form workflows 
for patch management as well as release management for software patches. The Proposer shall describe in this Technical Response Form all operational 
configurable parameters and System configurable parameters that impact operations. 
 

Proposer Response:  
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Req ID 

Work Flows (Section WF) 
 
All responses to items WF-001 through WF-016 shall describe both Proposer’s existing work flows and required development work to meet the 
Technical Requirements for this Project. 
 

Required Value Add 
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Plans and Testing 
Req ID Plans and Testing (Section TP) Required Value Add 

TP-001 

Roadside System and Network System Plan 
The Toll System Provider shall provide a Joint Board-approved Roadside System and Network System Plan including but not limited to how the System is designed, 
installed, configured and commissioned no later than 90 days after NTP. The Roadside System and Network System Plan are comprised of two components, the 
roadside system plan documentation and the network system plan documentation. Each component of the Roadside System and Network System Plan shall include 
operations and maintenance manuals, System architecture documents and diagrams, installation manuals and all external and internal Interface Control Documents. 
The Toll System Provider shall also provide a copy of the Software licenses and Hardware cut sheets. 

X  

 

Proposer Response: Our standard system development lifecycle (SDLC) follows a process of: requirements -> design -> develop -> test -> deploy. The Roadside 
System and Network System Plan is our standard detailed design for the tolling collection system hardware and software. Our detailed design document (DDD) is 
typically accomplished early in the SDLC as well as the system plan. The System Plan will be fully evaluated and reviewed prior to delivery. During your review we 
will discuss details and changes as needed to finalize the plan to your specifications.  

  

TP-002 

Back office System Plan 
The Toll System Provider shall provide a Joint Board-approved Back Office System Plan, which shall include but not be limited to how the System is designed and 
configured, no later than 90 days after NTP. The Back Office System Plan shall include operations and maintenance manuals for all users of the System, System 
architecture documents and diagrams, installation manuals and all external and internal Interface Control Documents. 

X  

 

Proposer Response: Like the Roadside System and Network System Plan, the Back Office System (BOS) Plan is our standard detailed design for the BOS 
hardware and software. Similarly, during your review we will discuss details and changes as needed to finalize the plan to your specifications. In the case of the 
Roadside Plan and the BOS Plan, we’ll consider the operations and maintenance manuals draft, as they will be updated later to include details or screen shots of 
customizations made for you and with as-built information.  

  

TP-003 

TOC System Plan 
 
The Toll System Provider shall provide a Joint Board-approved TOC System Plan and documentation no later than 90 days after NTP. The Toll System Provider 
shall provide Toll Operations Center System Documentation for the monitoring of the TCS. The TOC System Plan shall include all the System monitoring plans and 
procedures, monitoring alarms, priorities and how issues are identified, tracked and resolved. The Toll System Provider shall provide any existing manuals for 
incident response externally and internally, levels of escalation for incidents and tracking methodologies for incidents and their resolution.  

X  

 
Proposer Response: Toll Operations Center System Plan, like the others, is our design as needed to meet your specific technical requirements and business rules. 
Though we have a base product document with which to start, we customize the design, if needed, to meet your needs. Manuals are usually updated and delivered 
in final version later in the lifecycle, to ensure they apply directly to your delivered system.  

  

TP-004 

Roadside System and Network Installation Plan 
The Toll System Provider shall provide a Joint Board-approved Roadside System and Network Installation Plan no later than 180 days after NTP. The Roadside 
System and Network Installation Plan shall describe the TCS installation approach, configuration parameters, schedule, methodology, proposed maintenance of 
traffic, and required resources (including those of the Joint Board, if applicable). 

X  

 

Proposer Response:  
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Req ID Plans and Testing (Section TP) Required Value Add 
 

 
 

  
  
  

 
 

  
  
  
  

 
  

TP-005 

BOS Installation Plan 
The Toll System Provider shall provide a Joint Board-approved BOS Installation Plan no later than 180 days after NTP. The BOS Installation Plan shall describe 
the installation approach, proposed installation schedule, configuration parameters schedule, methodology and required contract resources and Joint Board (if 
applicable) resources in the plan. 

X  

 

Proposer Response: The BOS Installation Plan will include a timeline and activities for the installation and shakeout of the hardware and software associated with 
the BOS and its interfaces. We will clearly define any dependencies external to Xerox, such as Joint Board resources and support for connectivity to other entities. 

We typically provide an Installation Plan to our BOS clients well in advance of the start of installation so that together we can iron out any rough spots. Projects such 
as this that include installation in multiple locations including walk-in centers, are complex and carries the risk of missed small but critical details. We’ll mitigate that 
risk by starting discussions and plans early in the SDLC. 

  

TP-006 

TCS As-Built System Documentation 
The Toll System Provider shall provide Joint Board-approved As-Built System Documentation for the deployed System at the Project no later than 30 days after 
the successful completion of the System Acceptance Test with any updates made since the first submission addressed in the second submission. As-Built 
System Documentation shall be provided in native format as well as PDF document format. The As-Built System Documentation shall include all Business Rules, 
Hardware cut sheets and design, Software configuration and code (where applicable) as well as installation drawings, schematics and other diagrams that describe 
the physical, logical, business and operational configuration of the System. 

X  

 
Proposer Response: As mentioned in the response to the System Plans above, the As-Built System Documentation is the final versions of the detailed design. Our 
as-builts will document any design changes during the SDLC and define your final deliverables. The As-Built documentation is considered a living document 
throughout the development of the system as well as after delivery.  

  

TP-007 

Training Plan 
 
The Toll System Provider shall provide a Joint Board-approved Training Plan no later than 180 days after NTP. The Training Plan shall provide a list of all training 
courses planned to be delivered to new and existing staff on the Project. The Training Plan shall also describe training facilities, typical training equipment, proposed 
training for local staff, and provide course outlines for the training program. A list of all user manuals shall be described in the Training Plan as well. The Training 
Plan shall describe where the Joint Board staff will be trained throughout the Contract Term. The Joint Board and/or its representatives shall be invited to observe 
and participate in all elements of the training. 

X  
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Req ID Plans and Testing (Section TP) Required Value Add 
 
The Training Plan shall also include a list and description of all user roles and access rights for the TCS. This list shall include all users of the TCS including Joint 
Board Designated Representatives. 

 

Proposer Response: Our Training Plan will define the system training and the associated operational policies and procedures for all functional areas as required. 
Typically the training takes place within one to two months prior to system go-live but the test plan is accomplished earlier in the SDLC to define the equipment and 
environments used in testing, the locations, the manuals needed, the user groups (roles) to train, and other relevant preparations for training. Our training plan will 
build upon our past experiences and is customized to the specifics of your training needs. 

  

TP-008 

TCS Project Management Plan 
 
The Toll System Provider shall submit a Joint Board-approved TCS Project Management Plan for the installation and delivery phase of the Project and update the 
TCS Project Management Plan for the operations and maintenance phase of the project no later than 90 days after NTP. The TCS Project Management Plan shall 
adhere to the Toll System Provider’s project management methodology to deliver the Project, but shall include a roles and responsibilities matrix that clearly 
identifies roles and responsibilities within the Toll System Provider’s organization and any interfaces to the Toll System Provider, including but not limited to the Joint 
Board, ETC Vendor, Developer and DBT. The TCS Project Management Plan shall also address resources, schedule, communications and delivery of the Work. 
 

X  

 

Proposer Response: Our goal in our Project Management Plan (PMP) will communicate to you and your contractors how we manage the resources, 
communications, schedule, and other critical portions of the contract. The PMP will also document project tracking processes that we will establish to enable project 
managers to monitor the progress and create metrics of the quality of the work performed. It will include the topics listed here: 

Table TP-008-1. Program Management Plan Topic List 

PMP Section Content / Purpose 
Project Approach Defines the SDLC methodology that we will follow in detail. 

Our methodology is guided by our quality management principles, processes, guidelines and practices.  

Project Schedule Identifies the major tasks and milestones 

Communications Identifies methods of communication, including e-mail, telephone, in-person meetings, electronic meetings, and mail. The plan also defines protocols 
and standards for each method, including required documents, facilitators, participants, purpose and frequency, and any other information pertinent 
to project communication. 
Defines communications with subcontractors, civil contractors, and existing contractors. 
Documents the frequency of scheduled meetings and management reviews. 

Risk Management Documents the management strategy for identifying and managing project issues and risks. The Risk Management Plan helps ensure that risks are 
communicated to appropriate management and other project stakeholders in a timely manner. 

Change Management Defines the processes for project scope management and change impact management. 

Change Control Describes our change management system and processes. 

Testing Overview Defines the high level testing approach and methodology used by Xerox to ensure delivery of a high quality, full service solution that will meet or 
exceed your expectations. This section will describe the approach considerations, test planning, and types of testing that are conducted; and are 
later detailed in the Master Test Plan. 

Project Staffing Defines the roles and responsibilities of the project team. 
 

 

  

TP-009 

Safety Plan 
The Toll System Provider and each Major Subcontractor shall submit a Joint Board-approved Safety Plan no later than 90 days after NTP. The Safety Plan shall 
address how the Toll System Provider shall conduct its work using safe methods. The Safety Plan shall also describe how safety is communicated with its 
employees, how safety audits are completed and any other information necessary to perform Work on the Project. 

X  
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Proposer Response: Our standard Safety Plan considers and directs all aspects of employee, both yours and ours, and your customer. The plan identifies the 
Safety Officer who knows U.S Department of Transportation, Federal Highway Administration’s Manual on Uniform Traffic Control Devices (MUTCD) and 
Occupational Safety and Health Administration (OSHA) rules and regulations. We agree that all relevant laws, regulations, including OSHA safety standards, are 
applicable to the equipment and systems we deliver. 

We will strictly follow all rules, regulations and guidelines, including FHA’s MUTCD Manual, OSHA regulations, and MOT to keep individuals and equipment safe. 
Our safety plan will address Personal and Equipment Safety, Electrical Safety, and Environmental Safety. 

  

TP-010 

System Configuration and Management Plan 
 
The Toll System Provider shall provide a Joint Board-approved System Configuration and Management Plan no later than 90 days after NTP. The System 
Configuration and Management Plan shall describe how Hardware, Software and system configuration settings will be managed from Tolling Readiness through the 
Operations and Maintenance Term. The System Configuration and Management Plan shall describe how any change is identified, documented, controlled and 
verified during the Installation Work and the Operations and Maintenance Term. Any change proposed by TSP shall be submitted to the Joint Board for review and 
approval pursuant to the Approval Process. 
 

X  

 

Proposer Response:  

 
  

  

TP-011 

Maintenance and Support Plan 
The Toll System Provider shall provide a Joint Board-approved Maintenance and Support Plan no later than 180 days after NTP. The Maintenance and Support 
Plan shall describe how the Toll System Provider shall conduct preventative and corrective maintenance and support activities for the Roadside System and the 
BOS. The Maintenance and Support Plan shall describe preventative maintenance, corrective maintenance, Spare Parts and inventory management procedures 
and how Operations and Maintenance Work is managed for the System. While one plan is required, the Toll System Provider may submit a separate MSP for each 
functional area, for example there may be a Roadside System MSP and a BOS MSP as two separate plans. However, if more than one MSP is submitted, the MSPs 
shall demonstrate end to end coverage of the System. If the Toll System Provider has predictive maintenance activities this should also be described in the MSP, 
and the MSP shall address how the Toll System Provider shall meet all Performance Requirements, priority response and repair times for each item. The Toll 
System Provider shall include an organization chart and notifications for incidents as well a description of how MOMS is used to track incidents through resolution.  

X  

 

Proposer Response: We will produce and submit a maintenance plan of record for the installed system no later than 180 days after notice to proceed. This plan will 
serve as the blueprint of how we will manage our maintenance process and exceed your expectations for ongoing system performance. The plan is inclusive of all 
aspects of the maintenance program including: 

• Description of compliance to Maintenance Service Levels and performance requirements 
• System Administration of computers and computer related hardware and software 
• Integration of our MOMS 
• Spare Parts, Inventory and Asset management principles and applications 
• Corrective Maintenance 
• Preventive and predictive maintenance techniques and principles 
• Tools, equipment, and facilities used in support of proper maintenance 
• Staffing Models and Organizational Structure 
• Schedules 
• Operational workflows 
• Reporting procedures 
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TP-012 

Transition Plan 
The Toll System Provider shall provide a Joint Board approved Transition Plan no later than 180 days after NTP. The Transition Plan shall describe how the 
System will be transitioned from test environments to production using the testing approach described in the Technical Requirements. Further the Transition Plan 
shall include all resources, scheduling and detailed step by step transition procedures for the overall System transition from test environments to production.  

X  

 

Proposer Response: Our standard transition plan contains all the detailed activities needed to get you from a test system to the go-live delivery. The Transition 
Plan will define the approach to cleanse the production systems which were used for baseline testing and prepare them for final software installation. The Plan is a 
step-by-step account of software installation, shakeout, readiness testing, and system turnover after a go-no-go discussion. The path to final system acceptance 
after this transition includes a prioritization of any items left on the punch list and a mitigation plan for any remaining open issues. We want you to be fully confident 
with the delivery.  

  

TP-013 

Third Party Manuals and Documentation 
The Toll System Provider shall provide and maintain standard, commercially available, updated documentation for third-party provided Hardware, Software, and 
services. This set of manuals shall be maintained on a Toll System Provider provided shared collaboration site (e.g. SharePoint, eRoom) and be available to the 
Joint Board no later 180 days of NTP to review and download. The Toll System Provider shall update these documents as required no less frequently than every 
180 calendar days. 

X  

 Proposer Response: We will provide the requested manuals and documentation for your access on our client-specific and available SharePoint site.    

TP-014 

End of Contract Transition Plan 
The Toll System Provider shall provide a Joint Board approved End of Contract Transition Plan at the completion of the System Acceptance Test. This End of 
Contract Transition Plan shall address how the Toll System Provider will efficiently and seamlessly transition, without any disruption to users or the Joint Board, the 
operation and maintenance of all aspects of the System to another toll system provider or providers. The End of Contract Transition Plan is subject to Joint Board 
review and approval and shall be updated no less frequently than annually after approval. All updates are also subject to Joint Board review and approval. The End 
of Contract Transition Plan shall address the items described in Section 4.13 of the Agreement, and if the BOS and CSC services are provided at a commingled 
facility the End of Contract Transition Plan shall take into account special considerations related to the commingled facility. 

X  

 
Proposer Response: We have been both the provider and the recipient of such an End of Contract Transition Plan. We understand the need for a clean and crisp 
transition from one provider to another. As such, the Plan will be updated regularly for points of contact, transition needs, documentation locations, and other 
information that may change over the life of the system.  

  

TP-015 

Business Rules and Operational Requirements (BROR) 
The Toll System Provider shall provide an initial BROR for the Project no later than 90 days after NTP. Once approved by the Joint Board, the Business Rules and 
Operational Requirements shall be attached to the Technical Requirements. The Business Rules and Operational Requirements shall be updated 180 days prior 
to the Tolling Readiness Date and again 90 days after the System Acceptance Test is successfully completed. The Business Rules and Operational 
Requirements shall be submitted to the Joint Board each time for review and approval. The Business Rules and Operational Requirements shall describe all 
Business Rules for the Operations and Maintenance Work for all components of the System, including any external systems used to operate and maintain the 
System. 

X  

 

Note: The Joint Board will make itself available to discuss the Business Rules with the TSP during the Business Rule development period. 
 
Proposer Response:  
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TP-016 

Monthly Project Management Report and Meeting 
Every month of the Contract Term, the Toll System Provider shall deliver a Monthly Project Management Report that describes the current status of the Project, 
current or new risks on the Project, a summary of work completed in the last 30 days and expected work to be completed in the next 30 days. The form of the 
Monthly Project Management Report shall be subject to the review and approval of the Joint Board. The Monthly Project Management Report shall also include an 
updated resource loaded GANTT schedule delivered in MS project and delivered in PDF. The Project schedule shall reflect current staff and progress measured 
against the baseline schedule. The Monthly Project Management Report shall highlight the Critical Path and near Critical Path items on the Project and the Toll 
System Provider's current plan to ensure no delays are incurred during the delivery. If the Toll System Provider is behind schedule or also upon the request of the 
Joint Board, the Toll System Provider shall provide a written corrective action plan that describes how and when the Toll System Provider will recover to meet the 
baseline approved Project schedule. Toll System Provider shall continuously monitor its compliance with this requirement commencing with Pre-Toll Operations, and 
report its compliance or noncompliance with this requirement each month in this Monthly Operations and Maintenance Report. The Monthly Project Management 
Report and an updated Project Schedule shall be delivered at least 3 business days before the Project management review meeting with the Joint Board. 
The Toll System Provider Project Manager – Installation shall attend this meeting in person. 

X  

 
Proposer Response: Your requirements for this monthly project meeting and reporting matches our standard approach to project management, as defined in our 
PMP. Our project and program managers manage the project to the Critical Path schedule, utilizing slack and schedule baselines to maintain progress. We’ll share 
this detailed GANTT and other status data with you monthly or more frequently as needed.  

  

TP-017 

Quality Management Plan (QMP) 
The Toll System Provider shall provide a Joint Board approved Quality Management Plan no later than 90 days after NTP. The QMP shall be subject to the review 
and approval of the Joint Board and shall describe how the Toll System Provider manages the quality assurance and quality controls throughout the Contract Term. 
The QMP shall address verification and validation of changes including coordination with the change management plan, supply chain management including how all 
Suppliers and subcontractors are addressed in the delivery, operations and management of the TCS. The QMP shall address handling of materials, control of 
records on the Project, and how the Toll System Provider shall conduct audits to ensure the efficient and complete performance of the Work and other obligations of 
the TSP under the Contract. 
 
The Toll System Provider shall develop and maintain a quality assurance and quality control program to ensure compliance to all requirements and obligations in the 
Contract. The Toll System Provider QMP shall establish key performance measures, regular audits and reporting to ensure requirements compliance is repeatable 
and the customer experience is consistent and revenue collection is at the highest efficiencies possible. The quality assurance program shall be documented in the 
Quality Management Plan during delivery and shall be addressed in a quality assurance section to be included in the Monthly Project Management Report provided 
to the Joint Board.  

X  

 

Proposer Response:  
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TP-018 

Configuration and Change Management Plan 
The Toll System Provider shall provide a Joint Board approved Configuration and Change Management plan no later than 90 days after NTP. The Configuration 
and Change Management Plan shall describe how the Toll System Provider identifies and manages change including the identification of a change control board to 
be used during the installation and configuration of the System as well as during operations. The Configuration and Change Management Plan will outline the 
process in which changes are identified, escalated and brought to the owner, process to notify the Joint Board of changes, and final resolution and tracking of 
changes throughout the TCS Operations and Maintenance Term.  

X  

 

Proposer Response:  
 

 

 
 
 

 
 

  

TP-019 

Master Testing and Commissioning Plan 
The Toll System Provider shall provide a Joint Board-approved Master Testing and Commissioning Plan (MTCP) no later than 90 after NTP. The MTCP shall 
include a list of all of the testing including a description of each test, a sample and representative completed test procedure for the Project, roles and responsibilities 
for each test phase, the entry and exit criteria for each test including test environment for each test, a requirements traceability matrix used to verify the requirements 
and failure reporting, tracking and analysis. The MTCP shall be developed to satisfy the testing requirements as outlined below in Technical Requirements TP-020 
thru TP-024 outlined below. 
 

X  

 

Proposer Response: We will develop a Master Test Plan (MTP), or Master Testing and Commissioning Plan (MTCP), outlining the scope and testing concepts to 
be used to validate the system from preliminary design through installation, commissioning and project acceptance. The objective of the MTCP is to ensure that the 
system is systematically and thoroughly tested for contract compliance and functions reliably in accordance to LSIORB business rules and policies. 

The MTCP will include a description of the types of tests to be run, how the functional requirements of the tolling components will be tested, roles and 
responsibilities, and how success or failure and remediation shall be determined and measured. The approved MTCP is the basis for all detailed test plans 
described below. Upon acceptance and approval by you, the MTCP will be used to support the creation of detailed test scripts required for each test phase 
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described within the plan. The MTCP provides an exhaustive outline and guidance for the overall structure of the testing program and is used to drive the execution 
of the test program and ensure that we meet or exceed all test requirements. 

TP-020 

Baseline Test 
The Baseline Test will provide an initial validation of the System’s compliance with the Technical Requirements. The Baseline Test is not intended to be a 
performance test but rather an initial component level and end to end functional test of the System. The Baseline Test Plan shall include component level testing for 
the following areas. In addition it shall demonstrate the end to end functionality of the System as it is available in its current state. External interfaces shall be used in 
all instances possible but simulated external interfaces or external interfaces may be used with Joint Board approval in this test phase. The Baseline Test shall be 
conducted at the Toll System Provider’s test facility or factory environment. A simulated Roadside System or test facility may be used for the Baseline Test. The 
Baseline Test planning shall be an end to end view of all testing on the Project but the Baseline Test plan and procedures shall provide component level tests that 
exercise elements of each of the major functional systems below to demonstrate compliance with the Technical Requirements. 
The Baseline Test Plan shall, at a minimum, encompass the following areas: 

1. Roadside System Transaction creation, processing 
2. System Monitoring and incident management (MOMS) 
3. Image Review 
4. IVR 
5. BOS ETC and Violations account management 
6. BOS, credit cards, Violations, collections and court processes 
7. Payment processes and exception management 
8. Toll Operations Center including all interfaces 
9. Payment processing for all available payment methods 
10. Customer Website 
11. Disaster recovery including failover of the BOS and CSC 

X  

 

Proposer Response: The baseline test will verify that all functional elements of the BOS and components are in compliance with LSIORB technical and operational 
requirements. A single baseline test for the entire project will be conducted to demonstrate full system functionality. This test takes place on production hardware in a 
pre-production configuration within our software development facility in Germantown, Maryland. This BOS uses a test host server to validate integration and 
functionality of all BOS components including: 

• Ability to pull transactions from the host 
• CSC functions 
• IVR and web functions related to automated responses and database access 
• Management reports and dashboards 
• CSC remote operations and report generation 

The communication system is also simulated during the execution of the baseline testing. You will witness and interactively take part in baseline test observation. 

  

TP-021 

Pre-Production Controlled Test 
The Pre-Production Controlled Test shall occur after the configuration of the external interfaces and Business Rules for the TCS. The same test procedures may be 
used for the Pre-Production Controlled Test as are used in the Baseline Test and the Pre-Production Controlled Test shall be conducted at the Toll System 
Provider’s test facility. With the exception of the Roadside System at the Project Sites, the Pre-Production Controlled Test shall use the configured interfaces for the 
System. The Pre-Production Controlled Test as it relates to the Roadside System shall reflect the System intended to be installed on the Project but shall be 
connected to the Toll System Provider’s test facility. Vehicles shall be run at speeds from 0 MPH to 65 MPH at the test facility to conduct the Pre-Production 
Controlled Test. A minimum of four Equipment Lanes shall be configured to conduct this test. It is also understood that the network connections may be different 
than the network planned for the Project but all interfaces shall be configured to operate in near-real- time as close to a production environment of the Project as 
possible. To allow for integration of the Roadside System to the ETC equipment, use of a single ETC reader integrated with the Roadside System is anticipated for 
the Baseline Test. 

X  
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Proposer Response:  
 
 

 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 

 
 

 

 
 

 
 

 
 

  
 

  

TP-022 

System Production Readiness Test 
The System Production Readiness Test shall be the same as the Pre-Production Controlled Test but shall be conducted with all final components required for 
revenue service and using the Project Toll Zones and vehicles and customer accounts at the LSIORB Project Toll Zones in Kentucky or Indiana. No simulated 
interfaces may be used in the System Production Readiness Test. The same test procedures used for the Baseline Test may be used for the System Production 
Readiness Test, but without the use of simulators. The first available Toll Zone full configuration may be used for this test. 
 
The System Production Readiness Test shall be performed prior to live traffic conditions to verify that the System is ready to open to traffic and verify preparedness 
for toll collection activities. The TCS is considered ready to open to traffic and able to collect revenue when the following conditions are met: 

• The TCS is available and functioning properly, including System Hardware and network communications, and each component of the TCS is available to 
collect revenue, receive information from the Roadside System, process information/Transactions correctly and provide customer service operations. 

• The System is able to successfully identify from the Roadside System equipment that a Transaction has occurred through either Transponder identification or 
license plate identification. The Transaction should successfully process through the Roadside System and then successfully move that Transaction to the 

X  
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appropriate Transaction route in the BOS solution. The route the Transactions may take are varied depending upon the System but should result in a rate 
assignment for each Transaction, associate the correct customer account for that Transaction, or the System shall send the Transaction through the OCR 
process to either associate with a known account or proceed to identify the Transaction to an appropriate vehicle owner. The System shall be capable of 
performing these functions for 1100 Transactions of varying types encompassing all Transaction types prior to Tolling Readiness. The distribution of 
Transaction types will be agreed upon by the Toll System Provider and the Joint Board. 

• The Toll System Provider is prepared to collected data per the agreed upon methodology upon Revenue Service. The methodology to measure SLAs has 
been established, the methodology to report Performance Requirements and the reporting tools and medium has been agreed upon by the Joint Board and 
the Toll System Provider 

• Network communications have been tested and are successfully operating. 
• All required interfaces and file transfers have been tested and are successfully operating for required interfaces, including interoperable interfaces. \ 
• The CSC must be open and operational and able to provide all customer service functions as required in Section CS of the Technical Requirements. The IVR 

and Customer Website must be operational at the time of Tolling Readiness and comply with Business Rules and PCI DSS compliance rules and regulations. 
All cash handling operations must be verified and ensure compliance with all rules and regulations as well as all other payment processing procedures. 

All Correspondence capabilities will be reviewed, verified and validated, including: 
• Ability to process all types of invoicing including pay by plate, Violations, collections and final collection process through court documentation preparation and 

procedures 
• Ability to process Customer Website Correspondence 
• Ability to process different types of Transactions by IVR, process payments, process Violations and validate the IVR system 
• Timeliness 

All TCS reporting and monitoring are operational and have begun to collect data from different components of the TCS. Report formatting and report generation are 
complete. Typical responses to system incidents have been outlined and tested. 
 
Media data submission and reporting has been developed and agreed to by the Joint Board and the Toll System Provider for daily submission upon opening, weekly 
submissions in the future as agreed to by the Joint Board and monthly submissions as agreed to by the Joint Board. 
 

 
Proposer Response: The System Production Readiness Test will be conducted at a fully equipped and approved LSIORB toll zone site. This test will be completed 
using the same test methodology, test plans and scripts as incorporated during the Pre-Production Controlled Test minus any simulated test scenarios.   

TP-023 

Operations Tests 

The Toll System Provider shall conduct four Operations Tests: i) a BOS, CSC, TOC operations test, ii) Temporary Downtown Traffic Configuration iii) East End 
Bridge, and the iv) Final Downtown Traffic Configuration. Each Operations Test shall be a live Operations Test of the System using controlled and live test vehicles 
and accounts to demonstrate that the TCS operates within the approved Business Rules and Technical Requirements. The Toll System Provider shall conduct this 
operations test for a minimum of 120 days after the commencement of Revenue Service for each Bridge including the BOS. The Operations Test for the BOS, CSC, 
and TOC shall be conducted after the first bridge commences Revenue Service. The Operations Tests shall verify the following elements on a weekly basis be 
submitted no more than 2 business days after the conduct of the test. 

The Operations Test requirements shall be addressed in the MTCP but should include the following at a minimum: 

1. ETC and Image Transaction Creation and flow and posting to all 10 test accounts and trace Transactions in at least 10 production accounts selected by the 
States’ Parties to ensure Transactions are created, posted and processed according to requirements. 
2. Test IVR to make payments, and exercise the IVR tree to ensure information is available to the customer per the specified Business Rules. 
3. Test Customer Website to validate invoice information is available and makes payments and validate that the website is available and operating in accordance 
with the Business Rules and requirements. 
4. Validate payment processing for credit cards, checks, retail cents, and lockbox posting. 

X  
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5. Validate Violation escalations, invoice information presented on the account, escalation to collections and court. The escalation configurable periods used for 
collections and court may be manually adjusted but the escalated configurable periods for Customer Statements must use the configured production System times. 
6. Confirm all payments and Transactions for test accounts and selected production accounts are reflected properly in the financial reports and any financial records 
transmitted to the accounting system provided by others. 
7. Confirm all interoperable accounts and Transactions are posting in accordance with E-ZPass rules and funds are reconciled within the TCS. 
8. Monitor and record all incidents, and report all priority 1 incidents to the Joint Board with resolution plan including a root cause analysis. 

 

Proposer Response: Upon the successful completion of the Commissioning Tests and with your approval the 120-day Operation Test for the Toll Collection 
System (TCS) will begin. 

During the 120-day period, the TCS will be observed in live operations environment by you and us using both controlled test vehicles and live traffic. Testing will 
continue for a minimum of four continuous months to ensure coverage of a full month audit cycle. The following system areas will be verified during the observation 
period: 

• System accuracy 
• System performance 
• System reliability 
• System audit-ability 
• System availability 

Over the course of the Operational Test period, a minimum of 10,000 usable transactions will be collected from various lanes to verify the technical and performance 
requirements. 

  

TP-024 

System Acceptance Test (SAT) 
The System Acceptance Test will be performed in live traffic conditions after all the Bridges have been opened for Revenue Service. SAT will be performed to 
ensure that the TCS functions as required by the Technical Requirements, the Guaranteed Performance Requirements as provided in Exhibit N of the Agreement, 
and all other requirements of the Contract Documents. The purpose of the SAT is to validate that the Roadside System equipment identifies the Traffic Transactions 
properly and collects the appropriate data, the BOS solution successfully processes that data, and the customer service operations perform as required to support 
the needs of the toll patrons while supporting maximum revenue collection with minimum leakage at the required service levels. SAT will be performed after 
numerous component tests occur as listed in TP 0020-0024 of the Technical Requirements (Appendix C). SAT will verify that the overall TCS, including Hardware 
and Software, performs at the required service levels and at the required throughput. 
In order for SAT to be requested and agreed upon by the Joint Board, SAT will be performed after all outstanding trouble tickets other than those with respect to 
immaterial items that don’t affect System functionality have been resolved; all prior operational component testing is complete as outlined in Technical Requirements 
TP-020, TP-021, TP-022, TP-022, and TP-023 and accepted; and an established methodologies have been utilized for a first collection of the data required to 
measure compliance with Performance Requirements. SAT testing will occur after the completion of the Operations Tests and will run for a period of 48 hours of 
roadside traffic operations and for a period of 60 days for all TCS components and operations.  

  

SAT will verify that: 

• Each component of the TCS is available and performing to the required Performance Requirements in TR Section PR 
• All processes and work flows will be verified including but not limited to WF-001 through WF-016. 
• Ensure compliance with all Business Rules. 
• System network and system architecture requirements have been successfully implemented, completed, tested, verified, validated and performing and are 

available for use by the Joint Board’s TCS. Test and verify timeliness of response to potential network and communications failure. 
• Test the disaster recovery systems and test the Disaster Recovery System Plan. 
• Ensure Transaction record accuracy has been achieved at all Toll Zones. Traffic Transactions and Event Transactions from each Toll Zone will be reviewed, 

verified and followed to each end state of the Transaction. 
• BOS requirements have been successfully implemented, completed, tested, verified, validated and are performing and available for use by the Joint Board’s 

TCS through account sampling, setup, verification, and validation. 
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• Toll Operations Center and system monitoring have been successfully implemented, completed, tested, verified, validated and are performing and available 

for use by the Joint Board’s TCS. Test system messaging and response times to different message types and ensure timeliness and responsiveness of 
operation and maintenance staff. 

All Correspondence capabilities will be reviewed, verified and validated including: 

• Ability to process all types of invoicing including registered and unregistered license plate accounts, Violations, collections and final collection process through 
court documentation preparation and procedures; 

• Ability to process Customer Website Correspondence, and the 
• Ability to process different types of Transactions by IVR, process payments, process Violations and validate the IVR system. 

CSC operations will be fully reviewed to ensure all SLAs are met including all requirements as outlined in Section CS of the Technical Requirements including the 
additional items below: 1) Verification of live call handling by CSRs, 2) Secret shopping to the Walk-up Centers and remote operations (if implemented), 3) Random 
spot check and review of lockbox and lockbox compliance with operational procedures and 4) Confirm and test money handling procedures at each retail location 
and/or remote locations (if applicable). 
 
The SAT will also verify the following: 

• Review HR policies and HR procedures of all staff on the TCS team to ensure the policies and procedures are followed in accordance with the Joint Board 
approved Toll System Provider policy. 

• Confirm that all transfers of files and interfaces to all outside systems are tested, validated and are functioning according to requirements. Process file transfer 
in near-real-time and verify transfer of data with outside interfaces 

• Financial transfers of funds are occurring timely with maximum availability of cash funds to the Joint Board on a daily basis with concise, timely, and precise 
reconciliation of all funds, accounts, sub ledgers, etc. 

• Confirm that all interoperable accounts are handled and processed in a timely manner and ensure all interoperable Transactions are processed according to 
each interoperable agency’s agreed upon Business Rules and operational agreements. 100 interoperable Transactions will be traced and verified and 
validated throughout the TCS to final financial reconciliation from each interoperable agency.  

  

 

Proposer Response: The Site Acceptance Test (SAT) is conducted to verify the functionality of Toll Zone and lane components, individually and jointly. It tests all 
the tolling component functionality including equipment, software, and communications interfaces under field conditions. Hardware locations and installations are 
approved. Equipment and software are tested to confirm that the tests conducted in a controlled factory environment will be operational in the field and that the 
communications links are operational. 

Test data will simulate operations and the results compared to Pre-Production Controlled Test results. Field testing will also include scripted tests. Scripted tests use 
vehicles with predetermined characteristics to simulate actual conditions with predictable results. Field testing will also include report generation and data transfers. 
Communications will be tested under actual conditions. Tests must be successfully completed and results accepted before the tolling component can be placed in 
full operation. 

  

TP-025 

Document Reviews 
The Toll System Provider shall plan for 2 document reviews for submittals and allow for 10 day review cycles by the Joint Board for all documents submitted for Joint 
Board Review and approval. No new comments are expected after the third cycle but additional review cycles may be required if the Joint Board’s comments are not 
addressed in the first three review cycles to the Joint Board’s satisfaction. All documents shall be provided in PDF and native versions including MS Office, 
AutoCAD, Visio or other similar products.  

X  

 
Proposer Response:  
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TP-026 

Maintenance of Traffic Plan 
The Toll System Provider shall be responsible for the planning and implementation and removal of lane closures for toll equipment preventative or emergency 
maintenance. The Toll System Provider shall utilize the most current state traffic control plans and standards applicable to the Toll Zone. The Toll System Provider 
shall request lane closures in writing and accordance with the applicable state policy. Any preventative maintenance lane closures must be requested in writing at 
least 14 calendar days in advance. Emergency lane closures require 12 hours written notice. The Toll System Provider shall include a unit price for each of the traffic 
control configurations outlined in the price proposal. The Joint Board will reimburse the Toll System Provider for each authorized lane closure required during 
installation and Maintenance Of Traffic.  

X  

 
Proposer Response: We will provide a detailed proposed installation schedule. This schedule will include the installation process that you approve and lane closure 
durations and locations, planned Maintenance of Traffic (MOT) locations, and applicable staging requirements. Our Installation Plan and Check List are discussed 
above.  

  

TP-027 

Incident Management Coordination 
States’ Parties have two separate, but coordinated traffic management centers (TMC) to manage traffic incidents in each respective state and jointly coordinate 
incidents that impact both states. INDOT has a state operated traffic management center and KYTC contracts its traffic management services through TRIMARC in 
the Louisville Metropolitan area. It is anticipated that the designated Traffic Management Centers in KY or IN will notify the Toll System Provider by email and phone 
of incidents that occur that may impact tolling which may or may not require suspension. INDOT and KYTC TMC’s are responsible for all incident management and 
will notify the Toll System Provider of any incidents within proximity of the Toll Zone by email. The Toll System Provider shall establish, maintain and support a 
dedicated phone line and maintain the phone system used for coordination with the traffic management centers. This phone number shall be a toll free number and 
shall be established at least 9 months prior to Tolling Readiness Date. No system to system integration or interface is required for the TMC. Phone, email and one 
way really simple syndication feeds shall be configured for the TMC operations. 

X  

 

Proposer Response: The Xerox maintenance team will provide a toll free number for any incident management coordination that occurs for the duration of the 
program. We will ensure that this dedicated communication channel is staffed 24x7 and will be answered by a live operator trained to gather all applicable 
information and escalate to the appropriate personnel. Incidents reported through this channel will be managed via our fully staffed TOC with every incident being 
documented and managed using our MOMS solution. 

In addition to the toll free number, we will also set-up a dedicated email address that ensures any email received from INDOT and/or KYTC is captured within our 
MOMS system and generates an alert notification. This alert will provide escalation within our MOMS system to notify the correct individuals in the most efficient 
manner. Notifications provided by INDOT and the KYTC will also be managed via our TOC with every incident being documented and managed using our MOMS 
solution. 

  

TP-028 

CSC Operations Plan (separate from BOS) 
The Toll System Provider shall provide a Security and Access Control Plan for CSC, Lockbox Operation Staffing and Operational Plan, Training Program for CSC 
staffing, Organizational Chart for all staffing of CSC, Employment Policy for CSC employees and HR Policy and HR Benefits plan no later than 180 days after NTP. 
It is intended that the Toll System Provider provide these plans for the Joint Board review. No approval or comments are anticipated. However, due to federal 

X  
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requirements and funding on the Project, the Joint Board may provide comments on elements that are applicable to federal or state law.  

 

Proposer Response:  
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TP-029 

Walk-up Center Build out Plan 
The Toll System Provider shall provide a Walk-up Center Plan no later than 90 days after NTP. This Walk-up Center Plan shall identify the overall scope and 
construction and operational opening schedule for the Walk-up Centers as well as lease information, layout functions and deployment approach, and required 
marketing information needed from the Joint Board.  

X  

 

Proposer Response: For over two decades Xerox has proudly supported our transportation clients’ customer service needs through the establishment of leading 
edge operations centers and Walk-Up centers. We have designed and implemented walk-up locations for clients needing a single walk-up location to clients needing 
multiple locations statewide. We will work with Jones Lange LaSalle (JLL), real estate professionals with offices nationwide, to assist us with a facility search. We 
propose two Walk-Up Centers, one located in close proximity to the bridge on each side (Kentucky and Indiana). 

During the facility search, JLL will obtain detailed requirements and will jointly work with Xerox staff to ensure all build-out requirements are met. Proposals will 
include lease cost, build-out schedule, parking, public transportation access, and surrounding area businesses. We will submit to you a detailed Walk-up Center 
Build out plan no later than 90 days after NTP. The plan will meet all requirements in TP-029. 

  

TP-030 

Monthly Operations and Maintenance Report 
Monthly O&M Performance Report that accurately describes the actual System performance as measured against the Performance Requirements section shall be 
submitted in writing to the Joint Board each month no later than the 5th business day of the month. If there is a deviation from the approved Performance 
Requirements agreements, the Toll System Provider shall identify a corrective action plan for all deviations. The Monthly O&M Performance Report shall also 
include the inventory levels and performance of all equipment in the TCS. The first Monthly O &M Performance Report shall be delivered 30 days after 
commencement of the Pre-Toll Operations. The Monthly O&M Performance Report also shall include a statement of the number and type of accounts 
serviced during such month and the associated staffing levels for each account type during this reporting period. For non-ETC accounts, the Monthly O&M 
Performance Report shall identify the number of accounts and full time equivalent staff that were serviced for all Customer Statements in each of the following 
Statuses: 1) invoices, 2) Violations, and 3) Collection Status Violations (stated in total and separately for each state). The Toll System Provider shall also indicate 
the number of accounts and full time equivalent staff used for administrative hearings, and those accounts that were sent to court during the monthly reporting 
period. The Monthly O&M Performance Report shall specify for each Customer Statement status the number of accounts in such status during the reporting period 
And the corresponding full time equivalent staff associated with each status on a monthly basis. 

X  

 

Proposer Response: We will produce the monthly O&M Performance Report each month by the 5th business day of each month. Any deviation from the approved 
Performance Requirements criteria will be accompanied by an explanation and if applicable. The report will include the inventory levels and high level status of 
equipment in the TCS. The first monthly report will be delivered on the 5th business day following the first full calendar month after the commencement of Pre-Toll 
operations. Xerox will report on the number, type and status of accounts services during the month. Our concept of operations assumes staff trained across 
production disciplines and therefore does not align the number of full time equivalent with a number of accounts. As previously stated in our proposal, Xerox looks 
forward to discussing the appropriate level of detailed reporting related to staffing commensurate with structure of this contract. 

  

TP-031 

Access to TSP Facilities 
The Joint Board’s Designated Representatives shall have access to the Toll System Provider’s facilities and personnel at all times. The TSP shall provide an office 
for 2 people at the CSC for the Joint Board’s use at any time. This office shall include a network workstation, phone and location for a member of the Joint Board's 
team to remain on site 100% of their time, if desired by the Joint Board. 

X  

 
Proposer Response: We look forward to the partnership we will be forming and gladly provide your designated representatives access to our facilities and 
personnel during established business hours with the requisite security, confidentiality and Xerox policy in place. Xerox will accommodate the Joint Board’s office 
needs while on site at any time.   

P-032 

Disaster Recovery System Plan 
The Toll System Provider shall provide a TCS Disaster Recovery System Plan and subsequent disaster recovery procedures for the TCS and CSC, which shall be 
reviewed and approved by the Joint Board no later than 180 days after NTP. The TCS Disaster Recovery System Plan shall include a description of each system 
along with a description of how each system in the TCS will be recovered. This plan shall describe all resources required to recover each system to operations. The 
Disaster Recovery System Plan shall also describe any single failure points in the System and the Toll System Provider’s plan to recover the System.  X  

 
Proposer Response: We will provide full details concerning the locations, processes, and resources to recover the whole system in the Disaster Recovery System 
Plan.  
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F Preliminary Project Schedule 
REQUIREMENT: RFP Exhibit B, Section 6, p. 9-10 

By incorporating all the requested plans, deadlines, and project milestones, and using the critical path 
method to monitor tasks and deliverables, the schedule follows a proven format that allows Xerox to 
closely manage the project throughout its entire lifecycle. As requested, a Preliminary Project 
Schedule is included at the end of this proposal section in MS Project format. 

The Preliminary Project Schedule has been developed by the Xerox team based on an extensive 
knowledge and background in execution of similar successful tolling projects. The preliminary schedule 
was developed by analyzing the sequence of activities and durations, and incorporating them into a 
logical timeline. This schedule, combined with the monthly updates provided to the LSIORB Joint 
Board, and the requested monthly meetings with the Xerox Project Manager will ensure successful 
project delivery. Progress milestones and completion deadlines will be strongly adhered to and reported 
regularly. 

Assumptions and Risks 

In developing the preliminary schedule, the Xerox schedulers have made some assumptions based on the 
requirements and deliverables for this project: 

• The submission for the initial planning documents is between 90 days after issuance of NTP and 180 
days after that. The preliminary schedule takes this into account to mitigate schedule and resources 
risks. Since you have requested a two-cycle review process, Xerox is considering the second 
document submittal (submit-review, submit-review) as the deadline date for a particular document to 
be due to you. This allows for a less risky timeline by avoiding front-loading plans for delivery days 
before you review the plans that we submit. We believe this timeline allows you ample time to 
respond to a particular submitted plan instead of all of them being due to you for review at the same 
time. 

• For Xerox to meet the proposed deadline dates set forth in the ITP, it is imperative that the DB 
Developer and Xerox communicate clearly on when the turn over dates of the bridge infrastructure 
are, and if there are any anticipated delays. The Xerox schedules are built from issuance of NTP 
outward and most of the installation will be done based on the date that the DB Developer 
communicates the turn over date. 

The schedule identifies the major tasks and milestones required by the ITP. It will adhere to the strict 
deadlines listed in the ITP in order to keep the project on track. As requested, no changes to the schedule 
shall be undertaken without prior notification to the LSIORB Joint Review Board. If and when the Joint 
Review Board notifies Xerox of any changes to milestones or deliverables, the Xerox Project Manager 
will work with the schedulers to incorporate changes to the schedule to ensure a successful execution of 
the project requirements. 
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Schedule Monitoring and Control 

The entire project team will monitor their progress against planned tasks and deadlines by paying close 
attention to critical path activities and taking action to resolve execution issues. Close attention will be 
paid to deadlines in the proposal that are crucial to the project: 

• Pre-Toll Operations Readiness deadline 
• Mobilization Readiness deadline 
• Testing Prior to Tolling Readiness 
• Tolling Readiness deadline 

The schedule will be continually updated to incorporate any changes to task status, status of important 
milestones, activity progress and actual start and finish dates. We will control changes to the schedule 
regularly by closely monitoring any deviations from the baseline and timeline of the tasks. 

Our project manager will: 

• Prepare and provide to the LSIORB Joint Review Board an updated schedule and monthly project 
management reports as stipulated in the technical requirements. There will be prompt action in 
regards to any feedback as it relates to the schedule by the Project Manager. 

• Monitor the deadlines and milestones in the preliminary schedule to ensure the project stays on 
track. 

• Review the schedule monthly on a date to be determined later, as requested in the requirements. 
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ID Task Name Duration Outlook Start Outlook Finish

0 GTSLSIORB Toll Collection System - Preliminary

Schedule

735 d Mon 10/6/14 Mon 8/21/17

1 MAJOR MILESTONES 626 d Mon 10/6/14 Fri 3/17/17

2 Notice to Proceed (NTP) 0 d Mon 10/6/14 Mon 10/6/14

3 Design Start 0 d Fri 10/10/14 Fri 10/10/14

4 SW Development Start 0 d Mon 12/1/14 Mon 12/1/14

5 Design Complete 0 d Mon 12/22/14 Mon 12/22/14

6 Internal System Testing Start 0 d Wed 2/4/15 Wed 2/4/15

7 Baseline Test Complete 0 d Wed 3/18/15 Wed 3/18/15

8 SW Development Complete 0 d Wed 3/25/15 Wed 3/25/15

9 Internal System Testing Complete 0 d Tue 5/19/15 Tue 5/19/15

10 Pre-Production Controlled Test Start (FAT) 0 d Tue 6/9/15 Tue 6/9/15

11 Pre-Production Controlled Test Complete (FAT) 0 d Tue 6/23/15 Tue 6/23/15

12 Pre-Toll Operations Readiness Achieved 0 d Tue 9/29/15 Tue 9/29/15

13 BOS Soft Go-Live 0 d Thu 10/1/15 Thu 10/1/15

14 RTCS Installation / Implementation Start 0 d Tue 12/1/15 Tue 12/1/15

15 System Production Readiness Test Start 0 d Mon 12/14/15 Mon 12/14/15

16 System Production Readiness Test Complete 0 d Tue 12/29/15 Tue 12/29/15

17 BOS Go-Live 0 d Fri 4/1/16 Fri 4/1/16

18 DTC Go-Live 0 d Fri 4/1/16 Fri 4/1/16

19 Operations Tests Start (BOS, CSC, TOC, & DTC) 0 d Fri 4/1/16 Fri 4/1/16

20 Operations Tests Complete (BOS, CSC, TOC, & DTC) 0 d Sat 7/30/16 Sat 7/30/16

21 RTCS Installation / Implementation Complete 0 d Tue 8/30/16 Tue 8/30/16

22 EEC Go-Live 0 d Wed 9/7/16 Wed 9/7/16

23 Operations Testing Start (EEC) 0 d Wed 9/7/16 Wed 9/7/16

24 Operations Testing Complete (EEC) 0 d Thu 1/5/17 Thu 1/5/17

25 System Acceptance Testing (SAT) Start 0 d Mon 1/16/17 Mon 1/16/17

26 System Acceptance Testing (SAT) Complete 0 d Fri 3/17/17 Fri 3/17/17

27 PAYMENT MILESTONES 586 d Wed 12/31/14 Mon 4/17/17

28 RS - Roadside 586 d Wed 12/31/14 Mon 4/17/17

10/6/14 8/21/17
GTSLSIORB Toll Collection System - Preliminary Schedule

10/6/14 Notice to Proceed (NTP)

10/10/14 Design Start

12/1/14 SW Development Start

12/22/14 Design Complete

2/4/15 Internal System Testing Start

3/18/15 Baseline Test Complete

3/25/15 SW Development Complete

5/19/15 Internal System Testing Complete

6/9/15 Pre-Production Controlled Test Start (FAT)

6/23/15 Pre-Production Controlled Test Complete (FAT)

9/29/15 Pre-Toll Operations Readiness Achieved

10/1/15 BOS Soft Go-Live

12/1/15 RTCS Installation / Implementation Start

12/14/15 System Production Readiness Test Start

12/29/15 System Production Readiness Test Complete

4/1/16 BOS Go-Live

4/1/16 DTC Go-Live

4/1/16 Operations Tests Start (BOS, CSC, TOC, & DTC)

7/30/16 Operations Tests Complete (BOS, CSC, TOC, & DTC)

8/30/16 RTCS Installation / Implementation Complete

9/7/16 EEC Go-Live

9/7/16 Operations Testing Start (EEC)

1/5/17 Operations Testing Complete (EEC)

1/16/17 System Acceptance Testing (SAT) Start

3/17/17 System Acceptance Testing (SAT) Complete

12/31/14 4/17/17
RS - Roadside

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
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ID Task Name Duration Outlook Start Outlook Finish

29 RS-001 Roadside System Plan and Documentation 0 d Wed 12/31/14 Wed 12/31/14

30 RS-002 Roadside HW Equipment Purchase and
Delivery

0 d Tue 8/25/15 Tue 8/25/15

31 RS-003 Roadside Software License 0 d Tue 8/25/15 Tue 8/25/15

32 RS-004 Roadside Onsite Equipment Installation 0 d Wed 9/7/16 Wed 9/7/16

33 RS-005 Roadside Integration 0 d Tue 6/23/15 Tue 6/23/15

34 RS-006 Roadside Training 0 d Tue 9/29/15 Tue 9/29/15

35 RS-007 Roadside Go-Live 0 d Wed 9/7/16 Wed 9/7/16

36 RS-008 Roadside System As-Built Documentation 0 d Mon 4/17/17 Mon 4/17/17

37 RS-0011 Network System Plan and Documentation 0 d Mon 4/6/15 Mon 4/6/15

38 RS-0012 Network Hardware Equipment Purchase and
Delivery

0 d Fri 4/3/15 Fri 4/3/15

39 RS-0013 Network Software License 0 d Tue 8/25/15 Tue 8/25/15

40 RS-0014 Network Onsite Equipment Installation 0 d Thu 11/5/15 Thu 11/5/15

41 RS-0015 Network Training 0 d Tue 9/29/15 Tue 9/29/15

42 RS-0016 Network System As-Built Documentation 0 d Mon 4/17/17 Mon 4/17/17

43 RS-0019 Generator Plans, Cut Sheets and
Documentation

0 d Mon 4/20/15 Mon 4/20/15

44 RS-0020 Generator Equipment Purchase and Delivery 0 d Tue 8/25/15 Tue 8/25/15

45 RS-0021 Generator Onsite Equipment Installation 0 d Thu 11/5/15 Thu 11/5/15

46 RS-0022 Generator Startup and Training 0 d Tue 9/29/15 Tue 9/29/15

47 RS-0023 Generator Equipment As-Built
Documentation

0 d Thu 6/4/15 Thu 6/4/15

48 RS-0026 Changeable Message Sign (CMS) Equipment
Purchase and Delivery

0 d Fri 4/3/15 Fri 4/3/15

49 RS-0027 Onsite Installation of Changeable Message
Sign (CMS)

0 d Tue 8/25/15 Tue 8/25/15

50 BO-008 Total Back Office System Price 318 d Mon 1/5/15 Fri 4/1/16

58 TO-08 Total Toll Operations Center (TOC) Planning

Price

584 d Mon 1/5/15 Mon 4/17/17

66 CS-03 Total Customer Service Center (CSC) Pre-Toll

Operations Price

2 d Tue 9/29/15 Thu 10/1/15

69 PM-003 Total Project Management Price 128 d Thu 10/1/15 Fri 4/1/16

72 PM-008 Total Planning Document Price 565 d Fri 1/2/15 Mon 3/20/17

77 T-006 Total End to End System Test 516 d Wed 3/11/15 Fri 3/17/17

83 DM-003 Total Data Mart Price 0 d Mon 12/21/15 Mon 12/21/15

86 PROJECT MANAGEMENT 618 d Mon 10/6/14 Tue 3/7/17

12/31/14 RS-001 Roadside System Plan and Documentation

8/25/15 RS-002 Roadside HW Equipment Purchase and Delivery

8/25/15 RS-003 Roadside Software License

9/7/16 RS-004 Roadside Onsite Equipment Installation

6/23/15 RS-005 Roadside Integration

9/29/15 RS-006 Roadside Training

9/7/16 RS-007 Roadside Go-Live

4/17/17 RS-008 Roadside System As-Built Documentat

4/6/15 RS-0011 Network System Plan and Documentation

4/3/15 RS-0012 Network Hardware Equipment Purchase and Delivery

8/25/15 RS-0013 Network Software License

11/5/15 RS-0014 Network Onsite Equipment Installation

9/29/15 RS-0015 Network Training

4/17/17 RS-0016 Network System As-Built Documentat

4/20/15 RS-0019 Generator Plans, Cut Sheets and Documentation

8/25/15 RS-0020 Generator Equipment Purchase and Delivery

11/5/15 RS-0021 Generator Onsite Equipment Installation

9/29/15 RS-0022 Generator Startup and Training

6/4/15 RS-0023 Generator Equipment As-Built Documentation

4/3/15 RS-0026 Changeable Message Sign (CMS) Equipment Purchase and Delivery

8/25/15 RS-0027 Onsite Installation of Changeable Message Sign (CMS)

1/5/15 4/1/16
BO-008 Total Back Office System Price

1/5/15 4/17/17
TO-08 Total Toll Operations Center (TOC) Planning Price

9/29/15 10/1/15
CS-03 Total Customer Service Center (CSC) Pre-Toll Operations Price

10/1/15 4/1/16
PM-003 Total Project Management Price

1/2/15 3/20/17
PM-008 Total Planning Document Price

3/11/15 3/17/17
T-006 Total End to End System Test

12/21/15 DM-003 Total Data Mart Price

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
2015 2016 2017 2018

GTS LSIORB Toll Collection System - Preliminary Schedule 

  Confidential Information

Page 2 Mon 7/21/14



ID Task Name Duration Outlook Start Outlook Finish

121 INITIATION 6 d Mon 10/6/14 Mon 10/13/14

122 Project Definition 4 d Mon 10/6/14 Thu 10/9/14

125 Mobilization 5 d Mon 10/6/14 Fri 10/10/14

133 Internal Project Kickoff 6 d Mon 10/6/14 Mon 10/13/14

136 PLANNING 237 d Mon 10/6/14 Wed 9/9/15

137 Project Schedule 34 d Mon 10/6/14 Thu 11/20/14

148 TCS Project Management Plan (PMP) 72 d Mon 10/6/14 Fri 1/16/15

157 Quality Management Plan (QMP) 73 d Mon 10/6/14 Mon 1/19/15

166 Back-Office System Plan 73 d Mon 10/6/14 Mon 1/19/15

175 System Configuration and Management Plan 73 d Mon 10/6/14 Mon 1/19/15

184 Configuration and Change Management Plan 73 d Mon 10/6/14 Mon 1/19/15

193 Safety Plan 68 d Mon 10/13/14 Mon 1/19/15

202 Walk-Up Center Buildout Plan 68 d Mon 10/13/14 Mon 1/19/15

211 TOC System Plan 68 d Mon 10/13/14 Mon 1/19/15

220 Master Testing and Commissioning Plan 63 d Mon 10/20/14 Mon 1/19/15

229 Roadside System and Network Systems Plan 68 d Mon 10/13/14 Mon 1/19/15

238 Baseline Test Plan 58 d Mon 10/6/14 Fri 12/26/14

247 BOS Installation Plan 210 d Mon 10/6/14 Fri 7/31/15

256 Disaster Recovery System Plan (DRP) 208 d Mon 10/6/14 Wed 7/29/15

265 CSC Operations Plan (separate from BOS) 138 d Mon 10/6/14 Mon 4/20/15

274 Maintenance and Support  Plan 138 d Mon 10/6/14 Mon 4/20/15

283 Transition Plan 128 d Mon 10/20/14 Mon 4/20/15

291 Training Plan 160 d Tue 11/4/14 Mon 6/22/15

300 Maintenance of Traffic Plan 207 d Mon 11/17/14 Wed 9/9/15

309 Roadside System and Network Installation Plan 65 d Tue 1/20/15 Mon 4/20/15

318 TECHNICAL REQUIREMENTS ANALYSIS 73 d Mon 10/6/14 Mon 1/19/15

319 Business Rules and Operational Requirements

Document (BROR)/ RTM

73 d Mon 10/6/14 Mon 1/19/15

329 DESIGN 50 d Fri 10/10/14 Mon 12/22/14

330 Design Start 0 d Fri 10/10/14 Fri 10/10/14

10/6/14 10/13/14
INITIATION

10/6/14 10/9/14
Project Definition

10/6/14 10/10/14
Mobilization

10/6/14 10/13/14
Internal Project Kickoff

10/6/14 9/9/15
PLANNING

10/6/14 11/20/14
Project Schedule 

10/6/14 1/16/15
TCS Project Management Plan (PMP)

10/6/14 1/19/15
Quality Management Plan (QMP)

10/6/14 1/19/15
Back-Office System Plan

10/6/14 1/19/15
System Configuration and Management Plan

10/6/14 1/19/15
Configuration and Change Management Plan

10/13/14 1/19/15
Safety Plan

10/13/14 1/19/15
Walk-Up Center Buildout Plan

10/13/14 1/19/15
TOC System Plan

10/20/14 1/19/15
Master Testing and Commissioning Plan

10/13/14 1/19/15
Roadside System and Network Systems Plan

10/6/14 12/26/14
Baseline Test Plan

10/6/14 7/31/15
BOS Installation Plan

10/6/14 7/29/15
Disaster Recovery System Plan (DRP)

10/6/14 4/20/15
CSC Operations Plan (separate from BOS)

10/6/14 4/20/15
Maintenance and Support  Plan

10/20/14 4/20/15
Transition Plan

11/4/14 6/22/15
Training Plan

11/17/14 9/9/15
Maintenance of Traffic Plan

1/20/15 4/20/15
Roadside System and Network Installation Plan

10/6/14 1/19/15
TECHNICAL REQUIREMENTS ANALYSIS

10/6/14 1/19/15
s Rules and Operational Requirements Document (BROR)/ RTM

10/10/14 12/22/14
DESIGN

10/10/14 Design Start

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
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ID Task Name Duration Outlook Start Outlook Finish

331 Preliminary Design Document (PDD) 30 d Mon 10/13/14 Fri 11/21/14

336 Detailed Design Document (DDD) 20 d Mon 11/24/14 Mon 12/22/14

341 Engineering Drawings 30 d Mon 10/13/14 Fri 11/21/14

346 Bill of Materials (BOM) 9 d Mon 10/13/14 Thu 10/23/14

351 Design Complete 0 d Mon 12/22/14 Mon 12/22/14

352 PROCUREMENT 217 d Mon 10/20/14 Tue 8/25/15

353 CAPEX Process 40 d Mon 10/20/14 Mon 12/15/14

357 Procurement for Pre-production Control Test

Environment (FAT)

30 d Tue 12/16/14 Wed 1/28/15

359 Procurement for CSC, Walk-Up Centers, and TOC 63 d Mon 2/23/15 Thu 5/21/15

363 Procurement for Disaster Recovery System 33 d Fri 5/22/15 Wed 7/8/15

366 Procurement for Production RTCS 45 d Wed 6/24/15 Tue 8/25/15

368 Procurement Complete 0 d Tue 8/25/15 Tue 8/25/15

369 DEVELOPMENT AND INTEGRATION 115 d Mon 10/13/14 Wed 3/25/15

370 Development Environment Setup 25 d Mon 10/13/14 Fri 11/14/14

373 SW Coding/Application Development 80 d Mon 12/1/14 Wed 3/25/15

409 TESTING 157 d Mon 11/10/14 Tue 6/23/15

410 Internal System Testing 133 d Mon 11/10/14 Tue 5/19/15

448 Baseline Testing 17 d Tue 2/24/15 Wed 3/18/15

452 Pre-Production Control Testing (FAT) 102 d Thu 1/29/15 Tue 6/23/15

468 DEPLOYMENT / ROLLOUT 517 d Wed 5/20/15 Thu 5/25/17

469 Documentation 517 d Wed 5/20/15 Thu 5/25/17

499 Facilities Buildout 50 d Fri 5/22/15 Sat 8/1/15

550 Disaster Recovery Site Buildout 35 d Thu 7/30/15 Thu 9/17/15

553 Recruiting 20 d Mon 8/3/15 Fri 8/28/15

557 Training 21 d Mon 8/31/15 Tue 9/29/15

561 Back-Office System Installation 23 d Mon 8/3/15 Wed 9/2/15

564 Pre-Toll Operations Readiness 23 d Mon 8/31/15 Thu 10/1/15

568 BOS Soft Go-Live 0 d Thu 10/1/15 Thu 10/1/15

569 Plaza/Host Installation 20 d Fri 10/30/15 Fri 11/27/15

10/13/14 11/21/14
Preliminary Design Document (PDD)

11/24/14 12/22/14
Detailed Design Document (DDD)

10/13/14 11/21/14
Engineering Drawings

10/13/14 10/23/14
Bill of Materials (BOM)

12/22/14 Design Complete

10/20/14 8/25/15
PROCUREMENT

10/20/14 12/15/14
CAPEX Process

12/16/14 1/28/15
rocurement for Pre-production Control Test  Environment (FAT)

2/23/15 5/21/15
Procurement for CSC, Walk-Up Centers, and TOC

5/22/15 7/8/15
Procurement for Disaster Recovery System

6/24/15 8/25/15
Procurement for Production RTCS 

8/25/15 Procurement Complete

10/13/14 3/25/15
DEVELOPMENT AND INTEGRATION

10/13/14 11/14/14
Development Environment Setup

12/1/14 3/25/15
SW Coding/Application Development

11/10/14 6/23/15
TESTING

11/10/14 5/19/15
Internal System Testing

2/24/15 3/18/15
Baseline Testing

1/29/15 6/23/15
Pre-Production Control Testing (FAT) 

5/20/15 5/25/17
DEPLOYMENT / ROLLOUT

5/20/15 5/25/17
Documentation

5/22/15 8/1/15
Facilities Buildout

7/30/15 9/17/15
Disaster Recovery Site Buildout

8/3/15 8/28/15
Recruiting

8/31/15 9/29/15
Training 

8/3/15 9/2/15
Back-Office System Installation

8/31/15 10/1/15
Pre-Toll Operations Readiness

10/1/15 BOS Soft Go-Live

10/30/15 11/27/15
Plaza/Host Installation

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
2015 2016 2017 2018
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ID Task Name Duration Outlook Start Outlook Finish

574 DTC Bridge Installation 86 d Tue 12/1/15 Thu 3/31/16

575 DB Developer Turnover Of DTC to TSI 0 d Tue 12/1/15 Tue 12/1/15

576 Installation for DTC/ Kennedy Start 0 d Tue 12/1/15 Tue 12/1/15

577 RAMP - I-65 N 8 d Wed 12/2/15 Fri 12/11/15

578 Lane 16 Installation (Shoulder/ Ramp) 8 d Wed 12/2/15 Fri 12/11/15

579 Lane 17 Installation (Ramp) 8 d Wed 12/2/15 Fri 12/11/15

580 Lane 18 Installation (Ramp) 8 d Wed 12/2/15 Fri 12/11/15

581 Lane 19 Installation (Shoulder/ Ramp) 8 d Wed 12/2/15 Fri 12/11/15

582 System Production Readiness Testing 11 d Mon 12/14/15 Tue 12/29/15

583 Conduct System Production Readiness Test 5 d Mon 12/14/15 Fri 12/18/15

584 Prepare and Submit System Production
Readiness Test Results/ Reports

1 d Mon 12/21/15 Mon 12/21/15

585 LSIORB Reviews and Approves System
Production Readiness Test

5 d Tue 12/22/15 Tue 12/29/15

586 DTC I-65 N 37 d Wed 12/30/15 Fri 2/19/16

587 Lane 9 Installation (Shoulder Temp Bi-Directional
Configuration)

8 d Wed 12/30/15 Mon 1/11/16

588 Lane 10 Installation (Temp Bi-Directional
Configuration)

8 d Tue 1/12/16 Thu 1/21/16

589 Lane 11 Installation (Temp Bi-Directional
Configuration)

8 d Fri 1/22/16 Tue 2/2/16

590 Lane 12 Installation (Temp Bi-Directional
Configuration)

8 d Wed 2/3/16 Fri 2/12/16

591 Lane 13 Installation 5 d Mon 2/15/16 Fri 2/19/16

592 Lane 14 Installation 5 d Mon 2/15/16 Fri 2/19/16

593 Lane 15 Installation (Shoulder) 5 d Mon 2/15/16 Fri 2/19/16

594 DTC I-65 N Installation Complete 0 d Fri 2/19/16 Fri 2/19/16

595 Kennedy Bridge - I-65 S 29 d Mon 2/22/16 Thu 3/31/16

596 Lane 6 Installation (Temp Bi-Directional
Configuration)

8 d Mon 2/22/16 Wed 3/2/16

597 Lane 7 Installation (Temp Bi-Directional
Configuration)

8 d Thu 3/3/16 Mon 3/14/16

598 Lane 8 Installation (Shoulder Temp Bi-Directional
Configuration)

8 d Tue 3/15/16 Thu 3/24/16

599 Lane 1 Installation (Shoulder) 5 d Fri 3/25/16 Thu 3/31/16

600 Lane 2 Installation 5 d Fri 3/25/16 Thu 3/31/16

601 Lane 3 Installation 5 d Fri 3/25/16 Thu 3/31/16

602 Lane 4 Installation 5 d Fri 3/25/16 Thu 3/31/16

12/1/15 3/31/16
DTC Bridge Installation 

12/1/15 DB Developer Turnover Of DTC to TSI

12/1/15 Installation for DTC/ Kennedy Start

12/2/15 12/11/15
RAMP - I-65 N 

12/2/15 12/11/15

12/2/15 12/11/15

12/2/15 12/11/15

12/2/15 12/11/15

12/14/15 12/29/15
System Production Readiness Testing

12/14/15 12/18/15

12/21/15 12/21/15

12/22/15 12/29/15

12/30/15 2/19/16
DTC I-65 N

12/30/15 1/11/16

1/12/16 1/21/16

1/22/16 2/2/16

2/3/16 2/12/16

2/15/16 2/19/16

2/15/16 2/19/16

2/15/16 2/19/16

2/19/16 DTC I-65 N Installation Complete

2/22/16 3/31/16
Kennedy Bridge - I-65 S 

2/22/16 3/2/16

3/3/16 3/14/16

3/15/16 3/24/16

3/25/16 3/31/16

3/25/16 3/31/16

3/25/16 3/31/16

3/25/16 3/31/16

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
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ID Task Name Duration Outlook Start Outlook Finish

603 Lane 5 Installation 5 d Fri 3/25/16 Thu 3/31/16

604 Kennedy Bridge - I-65 S Installation Complete 0 d Thu 3/31/16 Thu 3/31/16

605 DTC/ Kennedy Installation Complete 0 d Thu 3/31/16 Thu 3/31/16

606 DTC/ Kennedy Ready for Tolling 0 d Thu 3/31/16 Thu 3/31/16

607 BOS Go-Live 0 d Fri 4/1/16 Fri 4/1/16

608 DTC Go Live 0 d Fri 4/1/16 Fri 4/1/16

609 System Warranty Period Start for BOS and DTC RTCS 0 d Fri 4/1/16 Fri 4/1/16

610 Operations Testing (BOS and DTC) 89 d Fri 4/1/16 Tue 8/9/16

611 Conduct Operations Test 120 ed Fri 4/1/16 Sat 7/30/16

612 Document Operations  Test Findings 120 ed Fri 4/1/16 Sat 7/30/16

613 Solve and Operations Test Findings 120 ed Fri 4/1/16 Sat 7/30/16

614 Prepare and Submit Operations  R Test Results/Report 2 d Mon 8/1/16 Tue 8/2/16

615 LSIORB Reviews and Approves Operation Test
Results/Report

5 d Wed 8/3/16 Tue 8/9/16

616 EEC Bridge Installation 65 d Tue 5/31/16 Tue 8/30/16

617 DB Developer Turnover Of EEC to TSI 0 d Tue 5/31/16 Tue 5/31/16

618 Installation for EEC Start 0 d Tue 5/31/16 Tue 5/31/16

619 EEC - 265 S 32 d Wed 6/1/16 Fri 7/15/16

620 Lane 1 Installation (Shoulder) 8 d Wed 6/1/16 Fri 6/10/16

621 Lane 2 Installation 8 d Mon 6/13/16 Wed 6/22/16

622 Lane 3 Installation 8 d Thu 6/23/16 Tue 7/5/16

623 Lane 4 Installation (Shoulder) 8 d Wed 7/6/16 Fri 7/15/16

624 EEC - 265 N 32 d Mon 7/18/16 Tue 8/30/16

625 Lane 5 Installation (Shoulder) 8 d Mon 7/18/16 Wed 7/27/16

626 Lane 6 Installation 8 d Thu 7/28/16 Mon 8/8/16

627 Lane 7 Installation 8 d Tue 8/9/16 Thu 8/18/16

628 Lane 8 Installation (Shoulder) 8 d Fri 8/19/16 Tue 8/30/16

629 EEC Installation Complete 0 d Tue 8/30/16 Tue 8/30/16

630 EEC Ready for Tolling 0 d Tue 8/30/16 Tue 8/30/16

631 EEC Go Live 0 d Wed 9/7/16 Wed 9/7/16

3/25/16 3/31/16

3/31/16 Kennedy Bridge - I-65 S Installation Complete

3/31/16 DTC/ Kennedy Installation Complete

3/31/16 DTC/ Kennedy Ready for Tolling

4/1/16 BOS Go-Live

4/1/16 DTC Go Live

4/1/16 System Warranty Period Start for BOS and DTC RTCS

4/1/16 8/9/16
Operations Testing (BOS and DTC)

4/1/16 7/30/16

4/1/16 7/30/16

4/1/16 7/30/16

8/1/16 8/2/16

8/3/16 8/9/16

5/31/16 8/30/16
EEC Bridge Installation

5/31/16 DB Developer Turnover Of EEC to TSI

5/31/16 Installation for EEC Start

6/1/16 7/15/16
EEC - 265 S

6/1/16 6/10/16

6/13/16 6/22/16

6/23/16 7/5/16

7/6/16 7/15/16

7/18/16 8/30/16
EEC - 265 N 

7/18/16 7/27/16

7/28/16 8/8/16

8/9/16 8/18/16

8/19/16 8/30/16

8/30/16 EEC Installation Complete

8/30/16 EEC Ready for Tolling

9/7/16 EEC Go Live
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ID Task Name Duration Outlook Start Outlook Finish

632 System Warranty Period Start for EEC RTCS 0 d Wed 9/7/16 Wed 9/7/16

633 Operations Testing (EEC) 92 d Wed 9/7/16 Mon 1/16/17

634 Conduct Operations Test 120 ed Wed 9/7/16 Thu 1/5/17

635 Document Operations Test Findings 120 ed Wed 9/7/16 Thu 1/5/17

636 Solve and Operations Test Findings 120 ed Wed 9/7/16 Thu 1/5/17

637 Prepare and Submit Operations Test Results/Report 2 d Fri 1/6/17 Mon 1/9/17

638 LSIORB Reviews and Approves Operations Test
Results/Report

5 d Tue 1/10/17 Mon 1/16/17

639 ACCEPTANCE / CLOSURE 153 d Mon 1/16/17 Mon 8/21/17

640 System Acceptance Testing (SAT) 50 d Mon 1/16/17 Mon 3/27/17

641 Conduct System Acceptance Test 60 ed Mon 1/16/17 Fri 3/17/17

642 Document System Acceptance Test Findings 60 ed Mon 1/16/17 Fri 3/17/17

643 Solve and Retest System Acceptance Test Findings 60 ed Mon 1/16/17 Fri 3/17/17

644 Submit System Acceptance Test Results/Report 1 d Mon 3/20/17 Mon 3/20/17

645 LSIORB Reviews and Approves System Acceptance
Test

5 d Tue 3/21/17 Mon 3/27/17

646 Documentation 111 d Tue 2/21/17 Thu 7/27/17

659 Project Closure Activities 17 d Fri 7/28/17 Mon 8/21/17

9/7/16 System Warranty Period Start for EEC RTCS

9/7/16 1/16/17
Operations Testing (EEC)

9/7/16 1/5/17

9/7/16 1/5/17

9/7/16 1/5/17

1/6/17 1/9/17

1/10/17 1/16/17

1/16/17 8/21/17
ACCEPTANCE / CLOSURE

1/16/17 3/27/17
System Acceptance Testing (SAT)

1/16/17 3/17/17

1/16/17 3/17/17

1/16/17 3/17/17

3/20/17 3/20/17

3/21/17 3/27/17

2/21/17 7/27/17
Documentation

7/28/17 8/21/17
Project Closure Activities

Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2
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