DEPARTMENTAL INPUT
CONTRACT/PROJECT MEASURE ANALYSIS AND RECOMMENDATION

Rev 1
New X Previous Contract/Project No,” ;-
contract OTR co sS BW Emergency Not applicable - 7 =
Re-Bid Other LIVING WAGE APPLIES: __YES X NO
{Government
Access)
Requisition/Project No: RQET1300013 TERM OF CONTRACT: _2  years with _5_ two-year options-to-renew
Requisition/Project Title: Cloud-Hosted Communications System Service and Maintenance Agreement

Description:

The purpose of this acquisition is to purchase a Cloud-Hosted Communications System for the Clerk of Courts (COC) for Interactive Voice Response (IVR) with optional

Short Message Service (SMS). The Cloud-Hosted IVR system will replace the current On-Premise IVR system that has reached the end of its useful life cycle. This bid
waiver contract will be managed by the Information Technology Department (ITD) on behalf of the COC.

User Department(s): Information Technology Dept.
Issuing Depértment: ISD Contact Person: _ Kimberly Craig Phone: _ 303-375-1443
Estimated Cost: $240.000 Funding Source: Internal Service Funds REVENUE GENERATING: _ No
ANALYSIS
Commodity/Service No: 918-29 SIC:
Trade/Commodity/Service Opportunities
l .
Contract/Project History of Previous Purchases For Previous Three (3) Years
Check Here X - if this is a New Contract/Purchase with no Previous History
' EXISTING 2™ YEAR 3%° YEAR
Contractor:
Small Business Enterprise:
Contract Value:
Comments:
Continued on another page (s): __Yes X No
RECOMMENDATIONS
SBE Set-Aside Sub-Contractor Goal Bid Preference | Selection Factor
%
%
Basis of Recommendation:
No measures — Bid Waiver
o
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VOICE AND SMS SERVICE STATEMENT OF WORK {SOW)

Introduction and Overview

We are currently seeking a service provider (vendor) that

is scalable and offers an Application Programming Interface
(API) for Voice and SMS.

Scope of Work

The selected vendor should offer a C# .NET library to
interact with API. They must offer a simple API to be used
by our developers. The API must offer our developers the
following capabilities:

Voice:

e Ability to receive caller information and the value of
caller dial inputs.

¢ Ability to initiate calls to specified phone numbers.

e Ability to play wave files to the caller or read back
text via a text to speech engine, for both received
calls and initiated calls.

SMS:
® Ability to receive text messages with sender

information and the value of the text in the body.

¢ Ability to reply to text messages.,

* Ability toc initiate text messages to specified phone
numbers.



Requirements

* Services will be billed monthly for minutes used via
invoice.

* No consulting fee.
* Offer a user testing period at no charge,

* Vendor is responsible for all telecom equipment and
phone lines.

¢ Service must be scalablé at no additional cost.

* Vendor shall provide a minimum 36-month contract
(SLA) .

* Vendor will provide our developers 24/7 support.

* Service shall provide a development area for
debugging.

* Vendor shall provide a log for voice and sms.

* API shall provide a method to turn off logging when
needed during calls or text messages. -



MIAMI-DADE COUNTY CLERK’S OFFICE
PURCHASE REQUEST FORM

BUDGET CODE: CL0801080100 2 11 2.1

- DATE: March 12, 2013
DIVISION/LOCATOR: 031- 08 - 01

DIVISION REQUESTOR: Laurie Reaves . (Authorized Signature from the Strategic Management & Budget
\ (SMBY Director is required for requests over $1,000)

y 0 |
SMB Di'mctor:;f‘m~ {TLM "/éftei 5/ ’1/ 3
- / / T i

SHIP TO: _ - TO BE COMPLETED BY PROCUREMENT SECTION

Technical Services Division

175 NW 1 Avenue, 27th Floor Vendor Name:

Miami, FL 33128 . P.O. Number:

Caesa XlouTsIDE VENDOR

' : Issued Date: / /

CONTACT NAME: Bibiaha Calderon PHONE: 306-349-5882 FAX:305-349-56918

STOCK QTY Um DESCRIPTION . UNIT TOTAL

NUMBER PRICE COST

N/A 1 EA Twilio Cloud Cormmunications' Voice and SMS | $84,000 |$84,000
Services

ESTIMATED. TOTAL COST $84,000

JUSTIFICATION/COMMENTS . .
Only cloud communications vendor in which we are able to use off-the-shelf software along with their API Helper Libraries.

CLEI/CT 878 REV.. 01713 _ Clak's web akesy, v dadectak com
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MIAMI-DADE COUNTY
PURCHASE REQUISITION

REQUISITION ID: RQET1300013 PRINT DATE: 03/26/13 PAGE 01
REQUISITION STATUS: POST BUYER : KIMBERLY CRAIG

SHIP TO: BILL TO:

ENTERPRISE TECHNOLOGY SERVICES ENTERPRISE TECHNOLOGY SERVICES
ACCOUNTING ACCOUNTING

5680 SW 87TH AVE 5680 SW 87TH AVE

MIAMI, FL 33173 MIAMI , FL 33173

DATE REQUIRED : 06/30/13 RECOMMENDED VENDOR:

CONTACT : MIRTA CARDOSO *% NO RECOMMENDED VENDO

(305)596-8690 EXT -

PHONE : { ) BEXT -
LINE QUANTITY U/M COMMODITY-NO UNIT COST EXTENDED PRICE

001 1.00 LO 918-29 84,000.0000 84,000.00

THIS IS FOR TWILIO CLOUD COMMUNICATiONS VOICE AND SMS SERVICES

AS DETAILED ON THE ATTACHED JUSTIFICATION DOCUMENT.
L Y s s e s R}

INITIAL TERM: ONE YEAR WITH THREE YEARLY OPTIONS TO RENEW.

STATE TAX TOTAL:
LOCAL TAX TOTAL:

ESTIMATED TOTAL: 84,000.00

DEPARTMENT CONTACTS:

TECHNICAL - END USER: COC - CHARIS LUBECK (305) 375-2060
ITD CONTACT: MIRTA CARDOSO (305) 596-8690
CONTINUED, NEXT PAGE




MIAMI~DADE COUNTY
PURCHASE REQUISITION

REQUISITION ID: RQET1300013 PRINT DATE: 03/26/13 PAGE: 02
REQUISITION STATUS: POST BUYER : KIMBERLY CRAIG

DATE REQUIRED : 06/30/13 RECOMMENDED VENDOR:

CONTACT : MIRTA CARDOSO *% NO RECOMMENDED VENDO

(305)596-8690 EXT -

LA RS A AR AEE RS RERS ARSI RS IR ET Ry Y Y R L TR R R R TR T R R R
LA SRR AR A EE R AR SRR RS AR LT R Ry Y e Y Y L L]

SUMMARY ACCOUNTING INFORMATION
SFX INDEX SUBOBJ USERCODE PROJCT PRJDTL GRANT GRTDTL AMOUNT / %

01 CLO801O0 80100

kkkkkkxk LAST PAGE *kdkkkhkk¥
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VOICE AND SMS SERVICE STATEMENT OF WORK {SOW)

Introduction and Cverview

We are currently seeking a service provider (vendor) that
is scalable and offers an Application Programming Interface
(API1) for Voice and SMS.

Scope of Work

The selected vendor should offer a C# .NET library to
interact with API. They must offer a simple API to be used
by our developers. The API must offer our developers the
following capabilities:

Voice:

¢. Ability to receive caller information and the value of
caller dial inputs.

* Ability to initiate calls to specified phone numbers.

e Ability to play wave files to the caller or read back
text via a text to speech engine, for both received
calls and initiated calls.

SMS:
* Ability to receive text messages with sender

information and the value of the text in the body.

s Ability to reply to text messages,

* Ability to initiate text messages to specified phone
numbers.



Requirements

* Services will be billed monthly for minutes used via
invoice.

* No consulting fee.
* Offer a user testing period at no charge.

¢ Vendor is responsible for all telecom equipment and
phone lines.

* Service must be scalable at no additional cost.

* Vendor shall provide a minimum 36-month contract
{SLA) .

* Vendor will provide our developers 24/7 support.

* Service shall provide a development area for
debugging.

¢ Vendor shall provide a log for voice and sms.

* API shall provide a method to turn off logging when
needed during calls or text messages.



MIAMI-DADE COUNTY CLERK’S OFFICE
PURCHASE REQUEST FORM

' DATE: March 12, 2013

BUDGET CODE: CLO801080100:4 1 3.1

DIVISION/LOCATOR: 031- 08 - 01

DIVISION REQUESTOR: Laurie Reaves
PHONE: 305-349-5903
DIVISIQNAAUTHORIZED SIGNATURE:

Date: 3 ! (9—!( 2

iﬁgint 1 Namg: Laurie Reaves

(Authorized Signature from the Strategic Management & Budget
(SMBY) Director is required for requests over $1,000)

o ) ' |
SMB Director: ,‘?i@g/)% {JLLM ﬂ;féﬁe: =) / 11/ 3

e
SHIP TO: _
Technical Services Division

175 NW 1 Avenue, 27th Floor
Miami, FL 33128 .

[Jasa XJOUTSIDE VENDOR

TO BE COMPLETED BY PROCUREMENT SECTION

Vendor Name:
P.O. Number:

Issued Date: / /

CONTACT NAME: Bibjana Calderon-

PHONE: 305-349-5882 FAX: 305-349-5918

STOCK QTY UM DESCRIPTION UNIT TOTAL
NUMBER PRICE COST
N/A 1 EA Twilio Cloud Communications' Voice and SMS | $84,000 ($84,000
Services
. ESTIMATED TOTAL COST $84,000
JUSTIFICATION/COMMENTS :

Only cloud communications vendor in which we are able to use off-the-shelf software along with their AP] Helper Libraries.

CLK/CT 476 REV.. 0113

Chik's Wb ey WAvw i dadeclerk com



Ajuo 8ojates pred-aid 's)OBIUOD OU
T T T e s o mcolamu_aam...mé ejeald Emmsz ®>mc 10 $J00) memw..o.c YAl By osn
‘aimpoeyyose O " sispinosd Ajenb T siouien "Tsenofieq [ Kouepunpey
(dIS) [020)014 UojElIY doy esn Ajup -aoe|d Uy se3n02 Momiau | 11 Jofew |elonss
_uoissag juepunpai jeng /B0 pue sisnias ajdynty saeH im Ssuajasuu0od Emucsuom
LN T on Pl g — ~ imeues ———— "
_ : . : 0} UORCO y3iM [ENULE) JoRIIUOY
san ¢ " ON TOTTeIN T T TTpash séynugww Joy BuppjoAu;
Lo o o !wwmw.mwﬁ:l\,m.o 0 o ummwmm:._mmwml“ T .;...,_..W-ﬁqumv EETNES mmmmm'ml_z voyg -
Auow g3 Apuow 1g Ayuow 1§ . (s# ¥)
I TN 10 VR S R C e || S19QUINN suoyg Bupsixg pod
anuw /190 Ui/ 220°0 ANUIW /10" 0 Wuou/se3nuIW punoqul 000'0EY
A ejewl|xo.dde saynuiy punoqu)
GMDC_E \.NJ.@ O R A e ®u|1_._\_.E\mO O o I T Muz._.b«_.‘c \NO 4] T r_uccrc\m.w.aﬂ:.:_..: Umm_omgo oB
v . ejewxoxdde sapnuin punoging
Auesh/o0g'ers ~ eBreypon _ Auesk s vprzLg " 9eXxpz woddng ssulogsng
s3A T $3A _ 1 T san 0  Aungeesg T T
Agmowggied T T T anyen o peodn s s34 B TR0 108 7 93N ST T (eBeueys T T T
61°0 pnojpqge|noe o) peojdn 7 g4 } sdijo Bunsixe esn) sdij) punog
T e B B -|....i..T iepue KRGS, m:zm._xm o
- B ;I.OZ T ||dZ| N S3A T mw_‘_m.mm_n_..hmEmI Idv
e e T e e e SN 50
92MY0S J1a4S-ayi-10 85N 0} ajqY
S3A S3A . S3A N  wiopelg paseq-pnojd
pnojaqefnoe sl141eD SUOREUNULICD PNDJD ONIM} | _ o T
_ _ L

14vyq- w\_c._o:w> s93|A128 pPnoD)




MIAMI-DADE COUNTY
PURCHASE REQUISITION

REQUISITION ID: RQET1300013 PRINT DATE: 03/26/13 PAGE: 01
REQUISITION STATUS: POST BUYER : KIMBERLY CRAIG

SHIP TO: BILL TO:

ENTERPRISE TECHNOLOGY SERVICES ENTERPRISE TECHNOLOGY SERVICES
ACCOUNTING ACCOUNTING

5680 SW 87TH AVE 5680 SW 87TH AVE

MIAMI, FL 33173 MIAMI , FL 33173

DATE REQUIRED : 06/30/13 RECOMMENDED VENDOR:

CONTACT : MIRTA CARDOSO ** NO RECOMMENDED VENDO

(305)596-8690 EXT -

PHONE: ( ) EXT -
LINE QUANTITY U/M COMMODITY-NO UNIT COST EXTENDED PRICE

001 1.00 IO 918-29 : 84,000.0000 84,000.00

THIS IS FOR TWILIO CLOUD COMMUNICATiONS VOICE AND SMS SERVICES
AS DETAILED ON THE ATTACHED JUSTIFICATION DOCUMENT.
T L L 22 2 R R s I I

INITIAL TERM: ONE YEAR WITH THREE YEARLY OPTIONS TO RENEW.

: STATE TAX TOTAL:
: LOCAL TAX TOTAL:

DEPARTMENT CONTACTS:

TECHNICAL - END USER: COC - CHARIS LUBECK (305) 375-2060
ITD CONTACT: MIRTA CARDOSO (305) 596-8690
CONTINUED, NEXT PAGE




MIAMI-DADE COUNTY
PURCHASE REQUISITION

REQUISITION ID: RQET1300013 PRINT DATE: 03/26/13 PAGE: 02
REQUISITION STATUS: POST BUYER : KIMBERLY CRAIG

DATE REQUIRED : 06/30/13 RECOMMENDED VENDOR:

CONTACT : MIRTA CARDOSO ** NO RECOMMENDED VENDO

(305)596-8690 EXT -

LA S AR RS R R M ERA SRR AR RS R Rl Y T R R TR R TR R T R R
KEEE IR E R TR R A AR AR I T R REERIEE IR AR AR AFIR R AR AR A AR AT AR Rk A h ok rhdhkk

SUMMARY ACCOUNTING INFORMATION
SFX INDEX SUBOBJ USERCODE PROJCT PRJIDTL GRANT GRTDTL AMOUNT / %

01 CL08010 80100

kkkkkkkk LAST PAGE *hhkxkhkik




IT UNIT NON-COMPETITIVE REVIEW

SUMMARY
Action: Bid Waiver Contract Request Requisition#: RQET1300013
Title: Cloud-Hosted Communications System Service and Maintenance Agreement
Committee/Committee Date: N/A Projected BCC Date: N/A

Purpose of the Acquisition: To purchase a Cloud-Hosted Communications System for the
Clerk of Courts (COC) for Interactive Voice Response (IVR) with optional Short Message
Service (SMS). The Cloud-Hosted IVR system wili replace the current On-Premise IVR system
that has reached the end of its useful life cycle.

Recommended Action: Establish a bid waiver contract with Twilio, Inc. to provide COC with a
Cloud-Hosted Communications System that provides for flexibility, affordability, scalability and
ease of use.

Contract Term: Two-year initial term with five two-year Options-To-Renew

Contract Amount: $ 240,000 for the initial two year term

Estimated Cumulative Value: Term Duration Amount
Initial Term 2 Year $ 240,000
OTR1 2 Year $ 240,000
OTR2 2 Year $ 240,000
OTR3 " 2 Year $ 240,000
OTR4 2 Year $ 240,000
OTRS 2 Year $ 240,000
Total: $1,440,000

Background:

The Interactive Voice Response (IVR) system currently in operation at the Clerk of Courts
(COC) was awarded under a Clerk’'s Agreement dated September 17, 2004. The IVR system
handles an average of 218,000 calls per month on analog lines and provides automated
information in English and Spanish for general topics such as office locations, hours of
~ operation, mailing instructions and compliance requirements, as well as specialized topics such
as traffic school elections, requests for hearings and acceptance of credit card payments. While
voice recognition and texi-to-speech are not being used in the existing environment, complex
translation tables are required for items such as criminal charges, judges’ names, street names
and vehicle makes, and regular updates are required. All IVR applications currently reside on
three (3) COC production servers consisting of thirty-two (32) phone lines each, and one (1)
development server with four (4) phone lines. These servers have reached their maximum
capacity in terms of phone lines supported. Additionally, both the operating system and vendor
application are no longer supported.

COC has requested that a non-competitive contract be established for a Cloud-Hosted IVR
system with optional Short Message Service (SMS). The new communications system will
update the technology from On-Premise to Cloud-Hosted IVR, allowing the COC to retire
communications hardware and software that has reached end of life in both functionality and
capacity, and that would be cost prohibitive to upgrade. With Cloud-Hosted IVR, everything
related to communications and applications will be hosted online.

Page 10f2



Market Research:

COC VR application developers use a Visual Studio 2012 platform and in-house C#.net
programming language. They maintain their projects by using only third-party application
programming interface (API) helper libraries that are made as Visual Studio extensions called
NuGet packages. This allows the COC to manage the installation and removal of such libraries
from their projects in house, and o code their own voice applications.

Market research reveals that Cloud-Hosted VR systems may be procured from other vendors
including but not limited to Aculabcloud, CallFire and Voxeo. However, only Twilio offers an
open, scalable  platform that allows the COC to use their existing developers’ skill sets,
applications. and voice clips, and does not require additional developer training in VXML
programming or other languages or applications. The Cloud-Hosted IVR system available from
Twilio facilitates rapid deployment and in-house system maintenance. The following table
provides a comparison of features:

Off the helf C# net softwa supported

API Helper Libraries / NuGet pkgs supported Yes No
Existing sound clips supported and stored locally Yes No
Additional COC developer training required No Yes Yes
Rapid deployment of new VR projected Yes No No

Twilio allows for interface with existing COC web services, hosts all telephony equipment,
maintains redundant connections with several major Tier 1 network carriers, and allows for
scalability and optional SMS functionality.

Recommendation:

Authorization is requested to establish a bid waiver contract with Twilio, Inc. for COC to obtain a
Cloud-Hosted Communications System for Interactive Voice Response (IVR) with optional Short
Message Service (SMS). The Cloud-Hosted VR will provide COC with a flexible, scalable
communications system that can be deployed rapidly and maintained internally, with no
additional developer training required. The Cloud-Hosed IVR system will replace the current On-
Premise system that has reached end of life. Approval of the bid waiver will provide continuity of
services and ensure no disruption to daily operations.

M 6»7( Y )7 200

Procureme ractingbfﬁcQ Date
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Walters, Vivian (RER)

From: Craig, Kimberly (ISD)

Sent: Friday, May 03, 2013 3:08 PM

To: Walters, Vivian (RER)

Subject: RQET1300013 Bid Waiver

Attachments: SBD Input Doc.doc; RQET 130001 3BW.JustificationSigned.pdf;

RQET1300013SummarySigned.pdf
Hi Vivian,
Could you please evaluate RQET1300013 for measures? It is a bid waiver, and will be managed by ITD on behalf of COC.

Kind Regards on a soggy day,

Kimberly Craig, Proarement Contracting Officer 1

Miami-Dade County | Intermal Services Department, Procuirement Mianagement Services
11INW 1g51reet, Suite 1300 | Miami, FL 33128

p.305.375-1443 | £.305.3755688

kcraig@miamidade.gov

e “Delivering Excellence Every Doy é»




