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REQUEST FOR PROPOSALS (RFP)
Specification No. 25-11694-C
FOR
AFTER-HOUR ANSWERING SERVICES
PROPOSALS WILL NOT BE OPENED AND READ PUBLICLY

ADDENDUM “B” 
03/03/26

Dear Proposer:

Questions received from proposers along with answers are attached. 

[bookmark: _Hlk174093449][bookmark: _Hlk174093568]Submittal of proposal due date has changed from March 12, 2026 to no later than 2:00 pm, on March 17 2026. All responses should be sent via email to purchasing@berkeleyca.gov and have “After-Hour Answering Services” and Specification No. 25-11694-C indicated in the subject line of the email. Please submit one (1) PDF of the technical Proposal. 

Corresponding pricing proposal shall be submitted as a separate document with the filename saved as, “Proposal: Vendor Name - 25-11694-C, After-Hour Answering Service.”

Proposals will not be accepted after the date and time stated above.

We look forward to receiving and reviewing your proposal.




Sincerely,


Henry Oyekanmi 
Director of Finance 







Addendum “B”

Questions and Answers for Specification No. 25-11694-C
AFTER-HOUR ANSWERING SERVICES

The City of Berkeley has received some questions regarding RFP Specification No. 25-11694-C, After-Hour Answering Services. To provide the same information to all, listed below are the questions received to date, with responses from City staff.

1. Has the current contract gone full term?
a. Yes, the full original term of the contract has been completed.

2. Have all options to extend the current contract been exercised? 
a. Yes.

3. Who is the incumbent, and how long has the incumbent been providing the requested services? 
a. Direct Line Inc. Information can be found online at the City of Berkley’s website in the Records On-Line section in Contracts #9674F. Click here and here for more information.

4. How are fees currently being billed by any incumbent(s), by category, and at what rates? 
a. Information can be found online at the City of Berkley’s website in the Records On-Line section in Contracts #9674F. Click here and here for more information.

5. What estimated or actual dollars were paid last year, last month, or last quarter to any incumbent(s)?
a. The annual estimated cost of After-Hour Services is around $100,000.

6. Is previous experience with any specific customer information systems, phone systems, or software required?
a. There are no specific customer information systems, phone systems, or software required.

7. What is the minimum required total call capacity? 
a.  Typically, there are 6-12 calls daily, but during extreme weather or emergencies, that volume would increase dramatically.

8. What is the minimum simultaneous inbound call capacity?
a. 7 calls 

9. What is the maximum wait time?
a. 5 minutes

10. What is the maximum hold time?
a. 5 minutes

11. What percentage of inbound calls must be answered by a live operator?
a. 100%

12. What percentage of calls must be resolved without a transfer, second call, or a return call?
a. All calls should be logged and, if applicable, dispatched to appropriate on-call staff. 

13. What is the maximum percentage of calls that can be terminated by the caller without resolution?
a. 5% 

14. Is there a minimum or maximum number of operators and supervisors?
a. No, there is no minimum or maximum number of operators and supervisors required for this project.

15. What are the required language options?
a. English and Spanish.

16. What is the required degree of dedication for the call center? (Can the call center work on other contracts at the same time as this one)?
a. Yes, a call center can work on other contracts at the same time.

17. What is the required degree of dedication for the operators? (Can the operators assigned to this contract work on others at the same time as this one)?
a. Operators assigned to this contract work can work on others at the same time as this one.

18. What are the recording requirements for inbound and outbound phone calls and how long must recordings be maintained?
a. City of Berkeley of does not require audio to be recorded.

19. What are the recording and storage requirements for non-phone communications?
a. Non-phone communications should be held for at least one year.
20. What is the current number of seats for operators and supervisors at your existing call center?
a. City of Berkeley currently employs 10 operators and 1 supervisor.

21. What is the current average wait time for phone calls?
a. 1.5 minutes

22. What is the current average handle time for phone calls and other types of communications?
a. Roughly 3 minutes

23. What is the current average after-call work time for operators?
a. The City does not have this information.

24. Over the past year, what is the percentage of calls received in English versus non-English?
a. 90% English, 10% non-English

25. Over the past year, what percentage of calls received were in Spanish?
a. 10%

26. What time of day, days of the week, or times of the year do calls typically peak?
a. Calls usually peak midday; busy days are Mondays, Tuesdays and Wednesdays.  Calls peak after a holiday weekend and during the rainy season.

27. Please reconfirm the due date for this procurement by providing it in response to answers to questions.
a. 3/17/2026

28. If there was a previous solicitation for these services, what was its title, number, release date, and due date?
a. The previous solicitation was titled “Specification No. 14-10848-C FOR ANSWERING SERVICES”, with a release date of April 2, 2014 and a due date of May 21, 2014.

29. Why has this bid been released at this time?
a. The City’s current procurement policy states that contracts older than 5 years cannot be amended and services must go through a formal RFP process before execution of a new contract.
30. Can you please provide greater explanation of your expectations related to any required subcontracting to minority-owned, women-owned, or other types or categories of small or disadvantaged businesses? For example, what is required with the proposal, and what is required to comply during the term of the contract?
a. There are no required subtracting regulations regarding minority-owned, women-owned, or other types or categories of small or disadvantaged businesses. However, local businesses receive a 5% preference on bidding contracts.

31. Are bidders permitted to deviate in any way from any manner of quoting fees you may be expecting? For example, if there is a pricing page in the RFP, can bidders submit an alternate fee structure? If there is no pricing page in the RFP, do you have any preference for how bidders should quote fees or can bidders create their own pricing categories?
a. It is preferred by the City that vendors use the pricing page provided in the RFP and/or Addendum B, Attachment I if possible. Bidders may submit their pricing in a separate document if needed.

32. Please describe your level of satisfaction with your current or recent vendor(s) for the same purchasing activity, if applicable.
a. The City is unable to answer this question.

33. Is there an incumbent? Have they gone full term?
a. The current incumbent is Direct Line, Inc. The contract has gone through its original term.

34. What improvements would you like to see?
a. Improvements will be considered with the selected vendor as part of the contracting process. 

35. What is the average handle time?
a. The City does not have this information.

36. Do the 200-400 monthly calls include the outbound dispatch calls?
a. No, this includes inbound calls directly to the answering service.

37. What is the average handle time of the dispatched calls?
a. 2-4 minutes



38. Is there any after-call work, and if so, how much?
a.  Upon completing a call, the vendor is expected to log the call and notify the City, including dispatching them to on-call until City staff is contacted if necessary. The bulk of the work will be after-hours (4pm to 8:30am PST).

39. Can you provide historical call volumes and patterns?
a. Calls between all departments total approximately 260 monthly, with call volume increasing during the holidays and inclement weather events.

40. What languages other than English need the most support? Can you break them down by percentage?
a. Spanish, please see questions 24 & 25.

41. How much time are you allocating for agent training on the CRM?
a. We have allowed approximately 40+ hours due to the change of a new CRM.

42. Given the Living Wage Ordinance and audit requirements, does the City have an expectation or preference regarding the use of dedicated or semi-dedicated staff for this contract?
a. No preference, the City does expect the vendor to dedicate enough staff time to support the needs of this contract.

43. Can the City clarify the types of records it expects vendors to maintain to demonstrate compliance with the Living Wage Ordinance and Right-to-Audit provisions (e.g., payroll records, agent assignment logs, call documentation)?
a. For more information, please see the City’s Information for Vendors page here, which includes copies of the certificates and explanations of the corresponding Berkeley Municipal Codes (BMC).

44. The RFP estimates approximately 200–400 calls per month. Can the City share historical call volumes by month (or by department, if available) for the most recent year?
a. Calls between all departments total approximately 260 monthly, with call volume increasing during the holidays and inclement weather events.

45. If a new vendor is selected, does the City anticipate providing historical call scripts, escalation procedures, and department-specific protocols to support a smooth transition?
a. Yes, the City would provide this information to the vendor. The City would work with the vendor before, during and after the transition to help with this process.
46. Does the City expect the vendor to maintain continuous active staffing during the full coverage windows (overnight, weekends, holidays), or is the requirement focused on availability with on-demand response?
a. The City expects continuous active staffing during the full coverage windows, with the occasional on-demand response request.

47. Does the City track or have an estimate of average handle time (AHT) for after-hours calls, including documentation and dispatch activities?
a. The City does track documentation and dispatch activities, but it does not have an estimate for the average handle time currently.

48. For the pricing table in Exhibit A, does the City anticipate that vendors will recover availability and readiness costs within the monthly base rates, in addition to usage-based charges?
a. If the availability and readiness cost recovery is not included within the bidder’s monthly base rates, please include that pricing.

49. If actual monthly usage is below the lowest tier (e.g., under 200 minutes), does the City still expect full contractual coverage during that period?
a. Yes, the City expects full contractual coverage during the period.

50. What method will be used to access the Catalis CRM (API, web portal, secure login, or other)? 
a. API

51. Will the City provide API documentation, field requirements, or workflow diagrams for CRM data entry?
a. Catalis, in partnership with the City, will provide API documentation, field requirements and other needed systems for CRM data entry.

52. Are calls required to be logged in real time, or is batch entry acceptable for non-urgent calls?
a. Calls are required to be logged in real time.

53. Will the City provide test credentials or a sandbox environment for training and onboarding?
a. Catalis, in partnership with the City, will provide a sandbox environment for training and onboarding.

54. Are there any automation restrictions beyond the prohibition on AI replacing human agents (e.g., automated reporting tools, internal scripting, or macros)?
a. None at this time. Technology will be used where appropriate to facilitate efficiency and accuracy.

55. Will each department provide its own escalation tree, contact list, and dispatch rules? 
a. Yes, each department will provide this documentation to the awarded vendor.

56. How often do escalation rules typically change, and what is the expected turnaround time for updates?
a. Changes to escalation rules will occur at a minimum annually and/or as needed due to unexpected staffing changes. Turnaround time is expected to be 2-3 business days for updates.

57. For urgent calls, is there a required maximum response time for contacting on-call staff?
a. To comply with Federal EPA mandates, immediate dispatch to on-call after receiving a call is required with escalation until City staff is reached.

58. Are there any departments that require multi step verification before dispatching staff?
a. No

59. For hazardous materials or environmental health calls, will the City provide incident classification guidelines?
a. The City is unable to answer this question at this time.

60. Can the City provide sample daily call logs and monthly usage reports that match the required format?
a. No, the City cannot provide that information at this time.

61. How should calls be categorized for “topic” and “type” — will the City provide a taxonomy?
a. The City will provide taxonomy.

62. For departments requiring separate billing, will the City supply account codes or identifiers?
a. Yes, the City will provide identifiers.

63. Should reports be delivered via email, secure upload, or another method?
a. Reports should be delivered via email
64. Does the City require a minimum number of agents dedicated to Berkeley during coverage hours?
a. No, the City does not require a minimum number of agents, but it does expect the vendor to dedicate enough staff time to meet the needs of this contract.

65. Are bilingual or multilingual agents required or preferred?
a. Not required, but the City expects the vendor to be able to support English and Spanish speakers.

66. Are there any additional compliance requirements beyond those listed (Living Wage, Equal Benefits, Nuclear Free, Oppressive States, Sanctuary City)?
a. No, there are no other additional compliance requirements

67. Does the City require background checks or fingerprinting for agents handling calls?
a. Yes

68. What is the expected go live date after contract award?
a. July 1st

69. Will the City provide a transition period with shadowing or parallel operations?
a. Yes, the City will provide a transition period for the awardee.

70. How many departments will require separate daily call summaries?
a. City cannot provide that information at this time, but at a minimum Public Works, Parks, Recreation, and Waterfront, and Information Technology.

71. For holiday coverage, does the City expect full staffing levels or reduced staffing based on historical call volume?
a. The City would expect staffing levels necessary to meet the terms of the contract.

72. Can the City provide historical monthly call volumes or minute usage for the past 12–24 months?
a. Calls between all departments total approximately 260 monthly, with call volume increasing during the holidays and inclement weather events.

73. Does the City anticipate call volume spikes during certain seasons or events?
a. Generally, call volume spikes during the holidays and inclement weather events.


74. For the pricing table (200/600/1200 minutes), should vendors assume pooled minutes across all departments or per department buckets?
a. Per department buckets.

75. What are the City’s expectations for disaster recovery, backup routing, and redundancy?
a. There is an expectation that there is redundancy so that if there is a power outage or another situation that service is continuous. This may be achieved by backup generators, remote work locations etc. 

76. In the event of a City-wide emergency, will the City provide priority routing instructions or modified workflows?
a. Yes, the City will provide that information.
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