
TO:  Commission Members 

FROM:  Kerrie SƟllman, ExecuƟve Director 

DATE:  February 26, 2026 

RE:  Call Center Contract Approval and Expenditure AuthorizaƟon 

______________________________________________________________________________ 

2026 will be the Commission’s third disclosure season wherein we uƟlize the services of 

a Call Center to assist Form 1 filers with quesƟons they have about EFDMS and compleƟng their 

Form 1, 1X, or 1F. The Commission needs addiƟonal staffing and flexibility with staffing levels to 

meet the demand for filer support during disclosure season. We require a company that can 

provide excellent customer service phone support with the ability to scale up or down quickly to 

meet demand. I request the Commission’s approval of the aƩached contract and authorizaƟon 

for expenditure of the funds under the contract. 

ROI CX was selected by the Commission in 2025, through a compeƟƟve RFP process. 

Their proposal received the highest overall score, with the highest technical score and the 

lowest cost. Last year, the proposed cost authorized under the contract was $262,416. Through 

careful stewardship of the project, with thoughƞul and efficient staffing by ROI, the actual cost 

for the 2025 call center was $173,462.91. 

Based on the success of ROI’s performance under last year’s contract, at the November 

2025 meeƟng, the Commission authorized me to negoƟate a new contract for 2026 with ROI. 

The aƩached contract for 2026 comes in at a total cost of $164,728.52. The cost sheet is found 

in Exhibit B (page 66 of this document). Under the terms of the contract, ROI will be responsible 

for both incoming calls where a reporƟng individual needs assistance with EFDMS and Form 1, 

plus making outgoing reminder calls to individuals who miss the July 1 deadline. The contract 

provides the Commission with flexibility to increase or decrease the number of call center 

representaƟves as necessary for the duraƟon of the contract, with the Commission having the 

ability to terminate the contract early should the call numbers be low enough to warrant it. 

The funds for this contract will come from the Commission’s carryforward funds, as 

indicated in our FY 2026-2027 budget request. 
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Attachment G 
Cost Proposal for  

Customer Service Call Center 
 
This Cost Sheet shall specify an hourly rate for each Professional Staff candidate identified in this RFP. Proposers 
may propose more than one candidate for every requested position.  

 

Professional Staff 
Position 

Proposed Candidate(s) 
Name 

Staff’s 
Hourly Rate 

Total 
Projected 

Hours 
Total Cost by 

Position 
Project Manager      

Call Center   Representative      
 

  
  

 
  

  

 
  

  

     

     

   
  

 
  

  

     

     

*Total Staffing Cost  

 
*For evaluation purposes, the Hourly Rate listed above for each Professional Staff Position will be 
multiplied by the Total Projected Hours for the corresponding Professional Staff Position to determine 
a Total Cost by Position.  Each Total Cost by Position shall be added together to come up with the 
Total Staffing Cost.  If mathematical error(s) for the Staffing Cost Calculations are identified, the Total 
Staffing Cost will govern. 

 
Staffing Cost Calculations:  $ [Staff’s Hourly Rate] x [Total Projected Hours] =    $_________________  
                                                                                                                                           Total Cost by Position 
 

The Sum of each Total Cost by Position = Total Staffing Cost 
 

Proposer must specify and itemize any implementation fee or additional fees that will apply, if any. 
 

ADDITIONAL FEES 
Fee Description Purpose Amount 
   
   
   

 
 **The basis of award will include the Total Staffing Cost and any amounts listed above as additional fees to 
determine the Total Project Cost.  The Cost Proposals will be verified for accuracy by the RFP Coordinator. If 
mathematical error(s) in the Cost Proposal are identified, the Total Project Cost will govern.  
 
RFP #950: Customer Service Call Center       **$________________ 
                                                                                                                             Total Project Cost 

 
(If additional space is needed, attach a continuation page to the Cost Sheet.) 

 
------------------------------------RENEWAL COST------------------------------------- 

 
      Renewal Term Year 1 - $______________ Total Project Cost 

 
      Renewal Term Year 2 - $______________ Total Project Cost 
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