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Offeror Instructions
Service Provider Organization Chart
Offeror shall provide its proposed organization chart for the Digital Government Services Agreement, indicating which positions are considered Key Personnel, and describe the responsibilities of key positions and departments. The organization chart shall clearly delineate lines of authority and responsibility for all service areas. Offeror shall also describe the benefits of such an organization and the time frame for implementation. 
Service Provider Key Personnel
The Service Provider Key Personnel will include, at a minimum, the Service Provider’s Account Executive, Service Delivery Director, Technical Director, Business Office Director, Security Director, and Transition Director. The Key Personnel will be highly qualified and capable of fulfilling the responsibilities of their positions, and Service Provider will cause each of them to be dedicated to the provision of the Services. SIPA has a preference that Key Personnel maintain an office in Denver, Colorado.
Service Provider Key Personnel Resumes
Offeror must include in its Response the resumes and qualifications of all proposed Service Provider Key Personnel, including their specific experience working on related projects. Resumes should specifically detail experience working on projects and services of similar scale and complexity as the Services sought through this ITN, including work on projects used as references. Resumes shall not be more than two (2) pages in length.
The Response must include actual names of Key Personnel initially assigned to the project and their resumes, not simply generic resumes with the types of skills sought. The Offeror must provide these resumes as attached pages at the end of the “Proposed Account Organization” document.
Subcontractors
The role of Subcontractors on this Agreement must also be described in the proposed organization. Offeror shall provide a list of the subcontractors who will provide goods or services under the Agreement.
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1. [bookmark: _Toc308680984][bookmark: _Toc310257814][bookmark: _Toc100160261]Key Personnel Positions
[bookmark: _Hlk73346793]To foster a mutually supportive and collaborative environment in which the Services are provided in an effective manner that drives value to SIPA, the Parties will jointly review certain Key Service Provider management positions (collectively “Key Personnel”), including the Service Provider Account Director. Key Personnel includes the following:
1. Account Director with the overall contract, financial, and service delivery accountability for the Agreement. This position shall have decision-making authority for all aspects of the Agreement. The Account Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
2. Service Delivery Director with overall accountability for the delivery of the Service Provider’s requirements. The Service Delivery Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
3. Payment Services Director with accountability for the delivery of Payment Services. The Payment Services Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
4. Business Office Director with overall accountability for all invoicing, billing disputes, pricing, and financial reporting under the Agreement. The Business Office Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
5. Transition Director with overall accountability for the delivery of the Service Provider’s service delivery Transition from the Incumbent Service Provider beginning upon the Effective Date through successful Transition milestone completion and SIPA Acceptance of all Transition Deliverables.
6. Technical Director with overall accountability for the Service and technical performance. This role will act as a technical lead and be responsible for working with SIPA, Service Provider, and OEM vendors. The Technical Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
7. Security Director with overall accountability for the security of the Service. The Security Director shall be dedicated full time to the SIPA account and shall not be leveraged to other accounts.
8. [bookmark: _Toc312836128][bookmark: _Toc63840624][bookmark: _Toc67987301][bookmark: _Toc69889659][bookmark: _Toc91584301]Other, as the Service Provider deems key to the fulfillment of its contract obligations.
2. [bookmark: _Toc100160262]Continuity of Key Personnel
Service Provider shall cause each of the full-time Key Personnel initially assigned at execution to devote full-time effort to the provision of Services under this Agreement for, at a minimum, twenty-four (24) months post-Commencement unless otherwise stated in this Exhibit 2.4 Key Personnel. Service Provider shall cause each subsequent assignment of Key Personnel to devote full-time effort to the provision of Services for, at a minimum, the applicable period specified by the Service Provider at the time of subsequent assignment, from the date he or she assumes the position in question (provided that, in the case of Key Personnel assigned prior to the Commencement Date, the minimum period shall be measured from the Commencement Date). Service Provider shall not transfer, reassign, or remove any of the Key Personnel (except as a result of voluntary resignation, involuntary termination for cause, illness, disability, or death) or announce its intention to do so during the minimum period without SIPA's prior approval, which SIPA may withhold in its reasonable discretion based on its own self-interest. In the event of the voluntary resignation, involuntary termination for cause, illness, disability, or death of one (1) of its Key Personnel during or after the specified period, Service Provider shall (i) give SIPA as much notice as reasonably possible of such development and (ii) expeditiously identify and obtain SIPA's approval of a suitable replacement. In addition, even after the initial twenty-four (24) month assignment period, Service Provider shall transfer, reassign, or remove one (1) of its Key Personnel only after (1) giving SIPA at least thirty (30) days prior notice of such action (except to the extent such removal involves termination due to "cause" or "performance" as defined below), (2) identifying and obtaining SIPA's approval of a suitable replacement at least thirty (30) days prior to such transfer, reassignment or removal, (3) providing SIPA with a plan describing the steps and training (including knowledge transfer) that Service Provider shall perform to transition responsibility to the replacement, and (4) demonstrating to SIPA's reasonable satisfaction that such action shall not have an adverse impact on Service Provider’s performance of its obligations under this Agreement. Unless otherwise agreed, Service Provider shall not transfer, reassign, or remove more than one (1) of the Key Personnel in any six (6) month period; provided, however, the foregoing shall not prevent Service Provider from terminating a Key Personnel for "cause" or "performance" as defined below. For purposes of this Section “cause” means disregard of Service Provider’s rules, insubordination, or misconduct (as defined in Service Provider’s human resource policies), or criminal conduct, and "performance" means that the individual's job performance is at a level that would justify dismissal under Service Provider’s human resources policies.
3. [bookmark: _Toc312836129][bookmark: _Toc100160263]Retention and Succession. 
Service Provider shall implement and maintain a retention strategy designed to retain Key Personnel on the SIPA account for the prescribed period, such as retention bonuses. Service Provider shall also maintain active succession plans for each of the Key Personnel positions.
4. [bookmark: _Toc100160264]Service Provider Account Director
Service Provider shall designate a "Service Provider Account Director" who, unless otherwise agreed by SIPA, shall maintain an office in Denver, Colorado. The Service Provider Account Director shall (a) be one (1) of the Key Personnel, (b) be a full-time employee of the Service Provider, (c) devote his or her full time and effort to managing the Services, (d) remain in this position for a minimum period of two (2) years from the initial assignment (except as a result of voluntary resignation, involuntary termination for cause, illness, disability, or death), (e) serve as the single point of accountability for the Services, (f) be the single point of contact to whom all SIPA communications concerning this Agreement may be addressed, (g) have authority to act on behalf of Service Provider in all day-to-day matters pertaining to this Agreement, (h) have day-to-day responsibility for service delivery, billing, and relationship management, and (i) have day-to-day responsibility for ensuring customer satisfaction and attainment of all Service Levels.
5. [bookmark: _Toc100160265]Service Personnel
SIPA will regularly review the Service Provider team (as a team and as individuals) regarding several key factors including, but not limited to:
1. Enablement of SIPA Service-related initiatives.
2. Attainment of high customer satisfaction in SIPA stakeholder communities, including Customers.
3. Creation of a highly integrated, collaborative, and mutually supportive delivery of Services through the formation of an “integrated team” culture.
4. Incorporation of industry-leading and Service Provider best practices in the operation, maintenance, and support of the Service while seeking opportunities for continuous refinement and improvement of areas that are directly within the Service Provider’s scope, those areas where the Service Provider has a reliance on SIPA and third parties, and areas in the common interest of driving Service efficiency, quality and timeliness (e.g., value).
SIPA and the Service Provider shall meet on a regular basis, no less frequently than annually, to review the Service Provider’s performance (as a team and as individuals) in driving toward these goals. At SIPA’s request, Service Provider shall make changes to the number, nature, mix, or named Key Personnel as required to improve and enhance the attainment of these goals. The Service Provider and SIPA shall review the performance of the Service Provider Personnel and implement any changes requested by SIPA such that the Service is launched with the best possible Service Provider team as possible. 
[bookmark: _Hlk63744306]Should, for whatever reason, SIPA determine, based on documented or observed performance, that a member (or members) of the Service Provider’s Key Personnel team is operating in a manner inconsistent with these goals, SIPA will request a meeting with the Service Provider Account Director to address localized or endemic failures to meet these goals. Upon receiving this feedback, the Service Provider shall develop and implement a plan to either realign the performance of the Key Personnel in question or replace them promptly should the situation dictate in accordance with the provisions of this ITN pertaining to replacement of personnel.
6. [bookmark: _Toc100160266]Service Provider Organizational Chart
Below, please find the proposed organizational chart for the Digital Government Services:

Figure 1 – Key and Support Personnel Organizational Chart
Legend:
· Executive Leadership = 
· Key Personnel* = 
· Support Personnel = 
7. [bookmark: _Toc100160267]Organization Description
In this section, Offeror shall describe the following:
· benefits of the organizational structure, 
· time frame for implementation,
· responsibilities of key positions and departments,
· lines of authority and responsibility for all service areas, and
· the reporting structure and escalation paths to corporate leadership.

8. [bookmark: _Toc310257815][bookmark: _Toc100160268]Service Provider Key Personnel
	Name
	Name and Description of Position
	Service (DGS, Payment, Both)
	Location
	Committed Period
	% Allocated

	
	Account Director
	Both
	Denver, Colorado
	MM/DD/YYYY – MM/DD/YYYY
	100% (full term)

	
	Service Delivery Director
	
	
	
	

	
	Payment Services Director
	Payment
	
	
	

	
	Technical Director
	
	
	
	

	
	Business Office Director
	
	
	
	

	
	Security Director
	
	
	
	

	
	Transition Director
	
	
	
	



9. [bookmark: _Toc100160269]Service Provider Key Personnel Resumes





10. [bookmark: _Toc100160270]Subcontractors
	Name of Subcontractor (Company/Individual)
	Subcontractor Scope of Work
	Location where Subcontractor will Perform Work
	Anticipated Duration of Subcontracting Engagement
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