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The following documentation is an electronically-
submitted vendor response to an advertised
solicitation from the West Virginia Purchasing
Bulletin within the Vendor Self-Service portal at
wvOASIS.gov. As part of the State of West
Virginia’s procurement process, and to maintain the
transparency of the bid-opening process, this
documentation submitted online is publicly posted
by the West Virginia Purchasing Division at
WVPurchasing.gov with any other vendor
responses to this solicitation submitted to the
Purchasing Division in hard copy format.
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Purchasing Division State of West Virginia

2019 Washington Street East Solicitation Response
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Proc Folder : 158725

Proc Type : Central Contract - Fixed Amt

Solicitation Description : Addendum 4 - Customer Queuing hdwe and sftwe for dmvPUBLISH

Date issued Solicitation Closes Solicitation Response Version
2016-10-05 SR 0802 ESR10051600000001472 1
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LVENDOR
VS0000010337
ACF Technologies Inc
ACF
Solicitation Number: CRFQ 0802 DMV1600000003
Total Bid : $424,264.40 Response Date: 2016-10-05 Response Time: 11:33:55
Comments: See attached ACF Response Document
FOR INFORMATION CONTACT THE BUYER
Melissa Pettrey
(304) 558-0094
melissa.k.pettrey@wv.gov
Signature on File FEIN # DATE

All offers subject to all terms and conditions contained in this solicitation
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Line Comm Ln Desc Qty Unit Issue  Unit Price Ln Total Or Contract Amount
1 Customer queuing hardware, 1.00000 EA $292,931.000000 $292,931.00
software and Implemantation.
Comm Code Manufacturer Specification Model #
46151507
Extended Description :  [Customer queuing hardware, software and Implemantation.
Line Comm Ln Desc Qty Unit Issue  Unit Price Ln Total Or Contract Amount
3 Customer queuing system $43,777.80
maintenance year 2
Comm Code Manufacturer Specification Model #
81112200
Extended Description :  [Customer queuing system maintenance year 2
Line Comm Ln Desc Qty Unit Issue  Unit Price Ln Total Or Contract Amount
4 Customer queuing system $43,777.80
maintenance year 3
Comm Code Manufacturer Specification Model #
81112200
Extended Description :  [Customer queuing system maintenance year 3
Line Comm Ln Desc Qty Unit Issue  Unit Price Ln Total Or Contract Amount
5 Customer queuing system $43,777.80
maintenance year 4
Comm Code Manufacturer Specification Model #
81112200
Customer queuing system maintenance year 4

Extended Description :
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execute ana submit this bid, OTTer, Or proposal, or any aocUments reiatea mereto on venaors penair; tnat | am
authorized to bind the vendor in a contractual relationship; and that to the best of my knowledge, the vendor
has properly registered with any State agency that may require registration.

ACF Technologies Inc.

Josh raviey, National sales vianager

(Printed Name and Title of Authorized Representative)

October 3, 2016

(Date)
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2019 Washington Street, East
Charleston, WV 25305
melissa.k.pettrey@wv.gov

On behalf of ACF Technologies, | am pleased to present you with our proposal in response to the
Customer Queuing hardware and software for dmvPUBLISh RFQ for the West Virginia Division of Motor
Vehicles. We are eager to earn your business, and look forward to providing our lobby management
solution software for your regional offices.

ACF Technologies is the leader in web based, queue management and customer flow solutions. We
combine non-proprietary hardware devices and the highest level of service & support to offer our
customers an innovative and cost-effective alternative to meet all of your queuing software and
hardware needs.

ACF prides our self on providing a complete Customer Xperience Management solution. | hrough the
various modules available such as queuing, scheduling and survey capabilities, WV DMV has the
opportunity to expand and utilize an abundance of features with minimal cost implications.

Thank you for the opportunity to provide this proposal. If you have any more questions or require
additional information, please do not hesitate to ask. | look forward to speaking with you further regarding
a complete customer management experience. Please contact me via email or phone as | would
appreciate the opportunity to meet with you and provide a more in depth view and demo of our solution.






Development, Appointment Scheduling, Queuing, Digital Signage, Mobile check-in, Internet Wait-times,
Staff Planning, Electronic Wayfinding, Analytics/Forecasting, Quality Assurance, and Customer
Satisfaction Surveys. These modules allow our customers to improve their service levels during all
aspects of the process from pre- registration through service completion.
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At ACF we believe that customer service is the key to any successful business relationship. When you
purchase from ACF, we provide a high-end, cutting edge solution that streamlines the entire DMV customer
service process. More importantly, WV DMV is investing in a relationship that will be there as the WV DMV






listed below.
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3.1.1.5. The queuing software will allow central office staff to monitor lobby activity and enforce
accountability for the regional offices.
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prlnted on the ticket, mcludlng queuing number, estlmated wait time, and date of issuance.
(Attachment C -Example Ticket).
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Identification of Parties: This Agreement is made between , (“Customer”) and ACF
Technologies, Inc., a North Carolina corporation with its principal offices located at 64 Peachtree St, Suite
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described in the purchase contract or subsequent overriding contracts. Subject to the payment of the
applicable fees, ACF shall provide Solution Maintenance Services for the Software and (if applicable)
Hardware for an initial term of one year, beginning on a mutually agreed “Go Live Date”. At the end of the
initial term, the Maintenance and Support coverage may be renewed upon agreement from both the
customer and ACF Technologies, Inc.
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may require an onsite visit.

“Service Request” means the Error or question reported to ACF. The priority or severity of the Service
Request is defined further below.

O aftmarmun [lumadatan? A tha Adiatvilkiibian ardhathhav miillia A iavivimta Af Al fnibial Aav maier mmd cmAdatad timeaiaw



of upgrading operating systems or making minor repairs without having to contact ACF for permission.
Consultation with ACF is strongly recommended when upgrading operating systems to ensure
compatibility with existing Q-flow software. Upgrades, patches, or repairs to Microsoft software (i.e.,



ACF’s personnel will provide a level of support service with suitable knowledge of and experience in the

6. Service Request Severity Classifications

There are four (4) Service Request severity classifications: (a) Critical; (b) High; (c) Medium; and (d) Low.
Critical, High and Medium Service Requests pertain to problems in the Product. Low Service Requests
pertain to questions about the Product or Services. The four (4) Service Request severity classifications
are defined as follows:

(a) Once ACF customer support receives a support request, a customer support representative will
provide feedback to Customer that the request has been logged and assigned to the appropriate
engineer. The exact response will vary depending on the issue and the response time will
commence as soon as practicable after the support request is received.

(b) ACF will use diligent efforts to meet the following targets for response and resolution to reported
Errors. A response is measured from the time that an Error is reported (by phone for Critical and
High Errors) and all supporting detail has been provided. A Resolution is an answer, fix, or a
workaround to the support request. ACF will provide resources on a substantially continuous
basis to address Critical or High Errors until resolved.



connectivity to allow ACF to remotely access and diagnose problems in the Software. ACF may identify
errors arising from non-ACF hardware or software or from unauthorized modifications to hardware or
software. In such cases ACF reserves the right to charge Customer for correcting such errors at then
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resolution course with the “Customer’s’ staff members, which will be informed regularly of the process of
an open Service Request via a return telephone call, through email or a faxed printed report.



(b) service Request Number. ACH will assign to each Error reported by the "Customer” a
number Service Request that will be logged, tracked and stored in ACF system.

Vi Wl Wil WUV

If it is determined that an on-site visit is needed in order to make a troubleshooting/diagnostic, it will be
quoted add|t|onally An ACF serwce department representative will make all the arrangements for arrival
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The “Customer” agrees to pay ACF a fee equal to $ , for a period beginning on
and expiring on .

ACF will not be obligated to provide any services other than those set forth in this Exhibit A. Unless

ntharwica anraad Cilictnmaear chall nav ACF at than_riirrant ratac far Additinnal Qarnvirae nravidand

Causcu Dy LUSLUITICT S IdUlL, TTHsusE, Tieglyerice vl idiiuie o periorii LuUsLoitier respornsiviiues, IﬂCIUGIng
failure by Customer to maintain adequate data back-ups; (v) services caused by a malfunction of our
problem with any product or goods other than those licensed by Customer from ACF; (vi) services caused

11. Term and Termination

Either party may terminate this agreement if the other is in material breach or in default of any obligation
hereunder, and such breach or default is not cured, or, if cure is not practical within thirty (30) days,
commenced cure, within fifteen (15) days of written notice from the other party. In the case of material
breach by ACF, the “Customer” shall receive a pro-rata refund for the unused portion of the services.
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maintenance agreement, except as provided above in the foregoing paragraph.

Effective immediately upon termination of this agreement, ACF will cease to provide any maintenance
support service to the “Customer”.
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64 Peachtree Rd, STE 201
Asheville, NC 28803
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15. Force Majeure
Neither party shall be liable for any act, omission or failure to fulfill its obligations under this agreement if

other party of the reasons for its failure to fulfill its obligatioﬁs and the effect of such failure and shall use
its best efforts to reduce and overcome within a reasonable time, the effect of the Force Majeure event

which affect the performance of its obliaations.
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The persons signing this Agreement on behalf of each party hereby warrant and represent that they are
authorized to execute this Agreement and agree to be fully responsible personally for breach of this
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MANDATE: Under W. Va. Code §5A-3-10a, no contract or renewal of any contract may be awarded by the state or
any of its political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a
related party to the vendor or prospective vendor is a debtor and: (1) the debt owed is an amount greater than one
thousand dollars in the aggregate; or (2) the debtor is in employer default.

and the vendor is not in default of any of the provisions of such plan or agreement.

DEFINITIONS:

“EMpIOyer aerault’ means naving an ouistanaing paiance or liapliity 10 the Ola Tund or 10 the uninsured
employers' fund or being in policy default, as defined in W. Va. Code§ 23-2¢-2, failure to maintain mandatory
workers' compensation coverage, or failure to fully meet its obligations as a workers' compensation
self-insured employer. An employer is not in employer default if it has entered into a repayment agreement
with the Insurance Commissioner and remains in compliance with the obligations under the repayment
agreement.

ivrl-tvevr;'si-\-n;i»t-ﬁv'-t;;vvéﬁ‘d;r'égtr;étvtaé-5;&9 wvlllrgctuallg/ or 't;yréi':fgct receive or control a portion of the benefit,
profit or other consideration from performance of a vendor contract with the party receiving an amount that
meets or exceed five percent of the total contract amount.
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County of ___Buncombe to-wit:




place of business within West Virginia and employs a minimum of one hundred state residents, and
for purposes of producing or distributing the commaodities or completing the project which is the
subject of the bidder’s bid and continuously over the entire term of the project, on average at least
seventy-five percent of the bidder's employees or the bidder’s affiliate’s or subsidiary’s employees are
residents of West Virginia who have resided in the state continuously for the two immediately



NUITY.

Bidder has been or expects to be approved prior to contract award by the Purchasing Division
as a certified small, women and minority-owned business.
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Purchasing to: (a) rescind the contract or purchase order; or (b) assess a penalty against such Bidder in
an amount not to exceed 5% of the bid amount and that such penalty will be paid to the contracting
agency or deducted from any unpaid balance on the contract or purchase order.

By submission of this certificate, Bidder agrees to disclose any reasonably requested information to the
Purchasing Division and authorizes the Department of Revenue to disclose to the Director of Purchasing
appropriate information verifying that Bidder has paid the required business taxes, provided that such
information does not contain the amounts of taxes paid nor any other information deemed by the Tax
Commissioner to be confidential.
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Bidder will notify the Purchasing Division in writing immediately.

/
Date: October 3, 2016 Title: National Sales Manager




























*  Microsoft® .NET Framework 4.0+

Other Applications ¢ ASP.NET 4.0
«  WCF HTTP Activation



i Standard or higher
Operating System (Physical or B hugher or -
Virtualized) O  Windows Server 2012
Standard or higher
¢ SQL Server 2008 Standard or O SQL Server 2008 Standard or
higher higher
DY ITI VT ~ -
or
0 SQL Server 2012 Standard or
higher
Minimum Available RAM 4GB or more 8GB or more
1GHz or higher

CPU

or

° 1 x Dual Core or more

» 2 x Single Core or more

Flat Files Disk Space

100GB is recommended for normal activity.

Network Card

1GB Ethernet

SQL Features Required

SQL Agent

SQL Service Broker

SQL Reporting Services — required for generating QFlow Info Center
reports.

SQL Server 2012 Shared Management Objects (included with SQL
Server 2012)

Supported features

O Fully support SQL clustering, mirroring and replication
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e IS+ .NET 4.0 (as per QFlow Web installation requirements)

load balanced and s'caled'horizontally to meet demand.

2 webservers at recommended spec will process 6000 transactions per hour — scaled up to 5 load
halanced weh servers nrocessina 15 000 transactions ner hotir

* 1TB storage
*  Windows Server 2012 Standard
* [IS+ .NET 4.0 (as per QFlow Web installation requirements)

The recommended DB server (4 cores @ 3.1GHz w/ 16GB RAM) is capable of processing 15,000

° IS + .NEI 4.U (as per QrFlow Vveb Installation requirements)

The recommended server is capable of processing the background process demands for 15,000












It uses the Windows Driver stack (either Microsoft generic drivers or manufacturer drivers) to access
devices, and therefore is compatible with nearly ALL printers, screens, audio devices, touchscreens and
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connection string to the database to be configured using the SQL account, manually, after setup.

If running the QFlow DB installer from the DB server, no further prerequisites are required.

If running the QFlow DB installer from another server, SQL Server SMO (SQL Management Objects) are
required http://www.microsoft.com/enus/download/details.aspx?id=16978 on that server. If using
SQL2008 and QFlow 5.7 SP2, then SQL2012 SMO (Server management objects) are required to be
installed
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Web application. The service is used for authenticating and configuring the device manager and is used
by the device manager for reporting errors back to QFlow server.

QFlow Device Manager receives “push” notifications (popup, print messages etc.) from QFlow Web using
the .NET “Remoting” technology. The messages are sent over the network using port TCP 9080, though
this is configurable.

e The account that QFlow device manager runs under must be given read/write access to its own
installation directory (C:\Program Files (x86)\ACF Technologies Inc\QFlow Device Manager 5.x
Win)

*  The system must have .NET 4.0 installed as a minimum

* Read/write access to install directory

*  Note device interfaces can run on nonWindows machines (iPad, Android, OSX) but with
limitations on receiving push notifications.






WHFIOW AFI Proviaes access 10 WHIow TUnctonality Tor $ra party applicatons. Ine AFI IS USeTUl In a variety
of integration scenarios.
QFlow API consists of number of web services exposing a large number of web methods and
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(Brochure Print on Demand is one example). QFlow Mail is a Windows service, running in the background
on the application server.

1IN aerauit conmniguraton, Wriow uses e 1olnowing 1 wr network ports 10r comimnunicauon.
However, these ports are generally configurable. There may be additional ports required for custom
interfaces or systems integrations.
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wa|t|ng to comfortably view the content and the queuing mformatlon MVN will install all the DMV
offices requested in the RFP and also provide the estimated number and size displays requested. Of
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Rather than providing generic content from various broadcast sources, MVN generates and manages
content customized for DMV. Broadcast TV can create controversy in a government office since the
information displayed may offend specific persons and some of the advertising on these channels is in
direct contrast to the mission of DMV. Along with queuing information, MVN will work with DMV to
create the appropriate public safety and informational messages for West Virginia DMV.

While this is a more expensive and time consuming process, it ensures that MVN is an ever changing
enhancement to your waiting environment and not a subject of controversy. Along with the DMV
messages, MVN ‘s News Department will create customized news and entertaining features on a daily
basis for West Virginia. By compiling and creating our own content, we are able to assure that all
news and information is appropriate for the general public. The breakout of information will consist of:

e 30% allocated tor sponsor messages.

For the digital signage content, MVN can support and play all the standard media formats. The most
popular electronic content includes, but is not limited to:

- Video: WMV, AVI, MOV, SWF, DIVX, XVID
- Audin \WWAV MP2 AAC MP4
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can’'t. All cabling, electric and necessary components are provided at the time the monitors are
installed.

DMV is a phone call or email to MVN'’s tech support. If the problem cannot be fixed immediately MVN
creates a trouble ticket, but most issues can be resolved remotely within a 15-minute timeframe. For
onsite maintenance, MVN works with local contractors for the installation and servicing of its
equipment. As a backup, MVN has an ongoing service contract with national service companies and
we utilize them when the need arises. MVN management coordinates all installation and maintenance
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ports 21, 22, 80 and 443. This enables our media players to check with our deployment server over
WAN for any updates. If updates are available, they are pulled down as a response to the outgoing






Initial training and subsequent follow-up training is dependent upon the role a user will serve in the
Q-Flow System. ACF Technologies provides “Train the Trainer” style training classes either onsite or
remotely as webinar based training. Optionally we can provide training via a self-paced Learning
Management System (LMS) type system.
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agent is not as in-depth as the trainiﬁg for an administrative user. This document providevs a high level of
a standard training plan. Your actual training plan may also include training on optional modules or
custom features uniaue to vour svstem






Display . 9.7” (4:3 format) with LED backlight, display I/O Ports
resolution 1024 x 768

Memory . 1 x DDR3 SO-DIMM sockets, populated with 4GB.
HDD Support
. Integrated Serial ATA controller facilitates -SI—OUCh
: creen
high-speed
HD
capable GMA3600 Graphics. It is designed to Battery
handle
HD with max resolution of 1366 x 768 (LVDS)
and 1920 x 1200 (VGA/HDMI).
Fanless

» Supports built-in Dual/Multi-Monitor displays using Design*
an HDMI connector

1* HDMI connector

. 1* Power button
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. 1* DC-19V 2.1A. Input: AC
100-240V, 1.5A 50-60Hz

. Two 2.0 megapixel cameras
(front-facing, rear-facing)

. Internal Lithium Polymer
battery (3600mAh) with
220 minutes of average battery life
(depending on loading)






Hardware and Logistics Department







e (Case Details ' e Service Canceled Cases e Unit Canceled Cases

e  Unit Arrival Behavioral Analysis e Unit Calendar Exceptions List e  Unit Daily Activity Analysis

e  Unit Canceled Appointments e Unit Daily Appointments List

e Unit Arrival Time Analysis List

BeIow, please Tina aaaiional examples or W-FIow standard reports. Eacn report has Its ttie listed at top,
and the variable parameters on which the report was run are listed in the “Parameters” section at bottom.




















