(- City of Greensboro

¥4 North Carolina Water Resources Department

Request for Proposals for a
Supplemental Dispatch Service with Response
Management Software

January 2, 2026

A. SUMMARY

1.1. Request for Proposals (RFP): The City of Greensboro Water Resources Department (WRD) is
hereby inviting qualified firms, with proven experience and expertise, to provide supplemental
dispatch services to cover 3 shift (12:00 am — 8:00 am), weekends, and holidays with
response management software.

1.2. Introduction and Background: The City of Greensboro Water Resources Operations Division plans to
implement Response Management Software with Supplemental Dispatch Services to improve the
dispatch office’s overall efficiency and customer satisfaction and repurpose its employees. The
vendor will focus on accuracy and core essentials to provide exceptional bilingual technicians,
specifically fluent in English and Spanish, with options for multi-lingual quality customer care.

1.3. Internet Web Site for More Information: This document may be viewed and downloaded in PDF
format from the Water Resources Website under Available Contracts at:
https://www.greensboro-nc.gov/departments/water-resources/available-contracts.

1.4. Timeline: Firm selection and contract execution is expected to be complete by Friday, February
27, 2026.

1.5. Evaluation Criteria Including Best Value Selection Process: The WRD will utilize a weighted
analysis of the evaluation criteria to determine the Vendor that represents the best value solution
for the City.

1.1. Due Date: Proposals responsive to this request are due to the City no later than 5pm,
Wednesday, January 21, 2026.

2. GENERAL INFORMATION ABOUT GREENSBORO’S WRD

2.1. In General: The City of Greensboro WRD vision is to be a leading utility known for innovation
and committed to our community, our employees, and the environment. With a team of
knowledgeable and dedicated staff, Water Resources' mission is to serve the community by
providing high-quality, reliable water, wastewater, and stormwater services and by
demonstrating exceptional customer service and resource stewardship. In doing so we seek to
maximize public trust in the provision of the services we provide by enhancing public health and
safety, minimizing environmental impacts, and protecting water quality, while helping create
economic sustainability and growth that our community desires.

2.2. The Water Resources department provides dependable water, wastewater, and stormwater
services to the city and surrounding community within Guilford County. With approximately
112,000 metered accounts, the surrounding community includes the provision of water and
wastewater services to other incorporated areas and the Greensboro-Randolph Megasite in
Randolph County. The City of Greensboro customer base includes community businesses,
residences, schools, institutions, and industries.
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3. RESPONSE MANAGEMENT SPECIFICATIONS

3.1. Vendor must be 1ISO27001 Certified

3.2. Provide a Customer Engagement Portal with a link to citizens who call in, giving them the
opportunity to confirm reported information, provide additional information, submit photographs, and
track the response process

3.3. Utilize an algorithm to ensure proper response:
3.3.1. Shall be able to intake service areas and Greensboro-specific response processes
3.3.2. Shall prioritize dispatch
3.3.3. Shall determine duplicate reports

3.3.4. Shall triage all related inputs, including alarms, sensors, and citizen reports
3.4. Provide dispatch and scheduling capabilities, including:

3.4.1. Automated dispatch, through both text and phone call, to ensure timeliness and accuracy

3.4.2. Follow specific procedures and call trees as provided by Greensboro Water Resources

3.4.3. Allow for multiple work groups, which contain all staff and relevant skills, to be created

3.4.4. System shall work with a predetermined list of entity incident types and dispatch to relevant
staff according to the predetermined list

3.4.5. System shall include an optional automated roster callout for each department, allowing on-
call crews to call out additional crew members for support =[1This callout feature shall allow
for specific titles, roles, and skillsets to be selected

3.5. Provides objective documentation of response activities, including:

3.5.1. Crew arrival and departure timestamps

3.5.2. Crew arrival and departure validation through Geotab AVL integration

3.5.3. Crew communication with customers

3.5.4. Team callout with internal response team
3.6. Provides access to detailed customer information for each incident response, including:
3.6.1. Responding crew members
3.6.2. Response timeline
3.6.3. Resident information (including name, phone number, & address)
3.6.4. Citizen Direct Information
3.6.5. Photographs and notes of communication from the incident uploaded by the citizen.
3.7. Provide an Event Detection Tool
3.7.1. The tool automatically determines if multiple incident reports are associated, and if so,
identifies related incidents as an “event”, giving city employees access to communicate with
citizens to provide a response timeline, estimated time of arrival, and estimated time that
service will be restored
o Engagement with citizen should be via both phone and text message
3.8. Provide real-time integration to other key systems, including:
3.8.1. Hexagon EAM Work Order System
3.8.2. Mission Communication
3.8.3. Sensus Analytics
3.8.4. Esri GSI (ArcGIS Online, etc)
3.8.5. Cisco Unified Communications (Sip Trunk)
3.9. Provide response data analytics, including:
3.9.1. Team level performance statistics
3.9.2. User specific response performance
3.9.3. Call responsiveness during team formation
¢ Including who accepted, declined, or ignored calls
3.9.4. Daily incident distribution list
3.9.5. Heatmap by incident type and date range
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3.10. Receive and process emailed alarm notifications from Pump Stations
3.10.1. Dispatch emergency alarms to preset crew members
3.11. Provide easy-to-use software that follows existing procedures and empowers Greensboro
staff, regardless of experience level
3.12. Provides an incident creation interface for use by Managers, Customer Service, or Admin
Staff
3.13. Easily review, search, and query all incidents via a customized dashboard
3.14. Cloud-based platform strongly preferred
4. Company shall offer supplemental dispatch support services that include:
4.1. Answering emergency and non-emergency calls after-hours, on weekends, and on holidays
4.2. Company shall be able to handle “spillover” calls during the day without notice from Greensboro
Water Resources
4.3. System shall utilize real-time Al to prompt questions for agents
4.4. System shall transcribe all audio in real-time, allowing Al to analyze, prioritize, and
categorize information received
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5. SUBMITTAL REQUIREMENTS

5.1.

5.2.

5.3.

Questions: This Request is issued by the City of Greensboro WRD. Any questions concerning
this Request shall be submitted in writing and addressed to Patrick Smith by mail to the address
below, or by email to patrick.smith@greensboro-nc.gov. The deadline for questions is Friday,
January 9, 2026. All questions will be answered by addenda on the Department’s website as
referenced in Section 1.2 of this Request no later than January 14, 2026.

Submittal Date and Time: Proposals (either electronic or hard copy) must be received by the City
no later than 5pm, Wednesday, January 21, 2026. Proposals received after the scheduled
receipt time stated above will not be accepted. Proposals received become the property of
the City and WRD and will not be returned. Early proposal submissions are welcome and
appreciated.

Submittal Address: Please submit:

e One (1) original, five (5) copies and one (1) electronic copy in PDF format via email to:

City of Greensboro Water Resources Department
Attn: Patrick Smith

2602 South Elm Eugene Street

Greensboro, NC 27406

patrick.smith@greensboro-nc.gov

5.4. Proposal Organization: To facilitate the City’s objective review of proposals, person(s) and/or
firms are requested to organize the main document using a standardized format. Each proposal
should contain the following:

e A cover letter on company letterhead signed by a Principal or other member of the firm
authorized to commit the firm to contract for services and certifies or acknowledges the
acceptance of items in Attachment A of this RFP.

e Table of Contents, with page numbers

e Sections including the following information:

l. Executive Summary: (No more than 2 pages) This section should (1) address the
highlights of the proposal, (2) describe strengths and special expertise of the firm to
successfully accomplish the objectives of the City, and (3) state if firm has a local
presence as defined in Attachment B.

Statement of Qualifications for the Firm: (No more than 3 pages) Provide a brief
description of the company or firm, including its history, owner/founder, and shareholders.
Identify and describe the qualifications of the firm in response to this
i. Project Team Qualifications & Project Management: Please identify the proposed
project team and key personnel that will be assigned to successfully implement
and oversee the Supplemental Dispatch Services with response management
software..
¢ Include an organizational chart along with the following information for each
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team member:

O Name

O Role

O Office location (City, State)

O Years of relevant experience for this type of service program

O Capacity (% of time available to work on Greensboro’s program)

¢ |dentify the project manager or primary contact and any other team leaders
proposed, and state years of relevant experience for each. Briefly describe
how the program will be successfully managed.

e Describe quality assurance/quality control methods for services proposed to
be provided.

o Highlight similar project team member experience within the last 5 years and
whether the work was completed for this service provider or a previous
service provider.

ii. Fees: Please provide proposed fees, rates, charges to WRD for the
Supplemental Dispatch Services with Response Management Software. The
proposed fees, rates, and charges should be detailed and specific for each
service you offer.

iii. References: (No more than 1 page) Please provide the name, organization, and
telephone number, of at least two references within North Carolina, for whom
your firm or company has provided supplemental dispatch services with
response management software.

iv. Résumés: (No overall page limit) Résumés for all project team members
mentioned throughout the proposal should be included in this section. Please
limit the resume length no more than 2 pages per team member.

v. Conclusion: (No more than 1 page) Use this section to provide closing remarks,
including additional information in support of or to strengthen the proposal.

6. SELECTION OF CONSULTANTS

6.1. General:

6.1.1. This Request does not commit the City to enter into an agreement, to pay any costs
incurred in the preparation and submittal of a proposal in response to this request or in
subsequent interviews and negotiations, or to procure a contract for the project.

6.1.2. The City will require the selected firm or company to participate in negotiations over the
scope, timeline, and fees for the project and to submit a mutually agreeable proposal.

6.1.3. The City reserves the right to issue future Request for Proposals or Qualifications
(RFP/RFQ) and solicit responses from firms not selected as part of this process.

6.2. Best Value and Qualifications-Based Selection Criteria: Proposals will be evaluated and ranked
based upon objective Best Value and Qualifications-Based criteria. The selection criteria are as

follows:
Evaluation Criteria Maximum Points
Qualifications of the Firm or Company
1 25
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Qualifications of Team Dedicated to the
2 Supplemental Dispatch Service 15

Capacity of the Team Members to Implement and
3 Support the Supplemental Dispatch Service 10

Responsiveness of the Team Members Overseeing
4 the Supplemental Dispatch Service 10

Past Performance/References with Other North
5 Carolina Governmental / Municipal Entities that 15
are currently using your service

6 Fee Proposal 10

MWBE Participation: Respondents that are certified
M/WBE prime bidders will be awarded 10 (ten)

7 evaluation points or Respondents that use a 10
certified M/WBE firm(s) on their project or team will
be awarded 5 (five) evaluation points.

Local Presence

Total Possible Points 100

6.2.1. Qualifications of the Firm (25 points)

e Experience and expertise
e Strength and stability of the firm
e Conformity with the requirements of this Request will be scored under this criterion.

6.2.2. Qualifications of Team (15 points)

¢ Organizational chart of the project team
e Similar program work completed by members of the proposed project team within the
last five years.

6.2.3. Capacity of the Team Members to Support the Program (10 pts)

e Ability to adequately staff the program to ensure program success
e List % of time available to dedicate to Greensboro program implementation for each
proposed team member.

6.2.4.Responsiveness of Team Members Overseeing the Supplemental Dispatch Services (10pts)

Request for Proposals Greensboro Water Resources
Supplemental Dispatch Services Page 6 of 9



¢ Distance from Greensboro may be considered.

e Please include the City and State of the office for each member of the team proposed
for each rate study and strategies of the firm to be responsive to Greensboro’s
project needs.

6.2.5. Past Performance/References (15 pts)

e Firm’s performance implementing similar programs in North Carolina based on
information gathered by the City and/or through the references provided by the Firm.

6.2.6.Fee Proposal (10 pts)

e Cost effectiveness of the proposed fee and associated tasks to be completed by the
deadline.

6.2.7. M/WBE Commitment for proposal (10 pts)

6.2.8.Local Presence (5 pts)
¢ Firms with a Significant Business Presence in attachment B will receive 5 points.

6.3. Rating and Selection Team: The following individuals are anticipated to comprise the team
responsible for reviewing and rating the proposals submitted:

Patrick Smith, Operations Division Manager, Water Resources

Danny Simmons, Operations Superintendent, Water Resources

Lorri Reid Contact Center Manager, Communications

Terrell Brown, Water Resources IT Supervisor, Water Resources
Shelia Reaves-Willett, OBO Specialist, Office of Business Opportunity

Schedule for the Selection Process: The following is the anticipated selection process schedule:

ltem Date
City of Greensboro issues Request for
Proposals January 2, 2026
Must be received by City no later than 5pm,
Completed Proposals Due Wednesday, January 21, 2026
City selects Most Qualified Firm On or before Friday, February 27, 2026
Contractual Agreement Finalized On or before Tuesday, March 31, 2026
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