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[bookmark: _Toc228882956]ATTACHMENT 23: EPC PROGRAM INFORMATION
1. Purpose and Disclaimer
This Reference document is provided for informational purposes only to assist prospective bidders in understanding the current operational environment of the Equipment Processing Center (EPC) program. This document does not establish contractual requirements, proposal submission requirements, evaluation criteria, service levels, liquidated damages, payment terms, or Contractor obligations.
All requirements applicable to bidders and the Contractor are stated in the RFP, Statement of Work, Exhibits, Attachments, and any addenda issued by the State. In the event of any inconsistency between this reference document and the solicitation documents, the solicitation documents control.
The information contained herein is representative of recent operations, is provided without guarantee of completeness or future volumes, and is intended only to support bidder understanding of the current operating environment.
[bookmark: _Toc228882959]2. System & Technology Environment
The current environment includes:
Core Systems
· CRM: Microsoft Dynamics 365 (vendor-hosted environment) 
· Contact Center: Cloud-based platform (e.g., Five9) 
· Telephony: Integrated with CRM and DVC functionality 
Key Characteristics
· Systems are currently hosted under a vendor-controlled domain 
· Deep integration exists across: 
· Contact center operations 
· Case management 
· Program workflows 


[bookmark: _Toc228882961]3. Warehouse & Inventory Operations
Fulfillment
· ~300 shipments/month 
· ~150 – 170 returns/month 
Inventory
· SKU count typically under 200 
· Includes assistive telecommunications equipment 

Operations Include
· Order processing 
· Inventory tracking 
· Returns handling and refurbishment coordination
[bookmark: _Toc228882962]4. Operational Volumes & Baselines
For bidder reference only, representative historical EPC operational data from recent operations, including data from April 2025 through March 2026, is as follows:
· Contact Center volumes averaged approximately 1,082 to 1,400 inbound calls per month over a six-month period; 
· Approximately 2,937 outbound calls over a six-month period; 
· Approximately 350–400 emails per month; 
· Approximately 30–40 Direct Video Calling (DVC) / ASL interactions per month; 
· Minimal web/chat activity. 
Equipment fulfillment volumes averaged approximately 300 shipments and 150–170 returns per month.
This information is provided for reference only and does not represent guaranteed future volumes or contractual minimums.

[bookmark: _Toc228882964]5. Constraints & Known Limitations
Key constraints include:
· Vendor-hosted CRM environment (limited State control) 
· Tight coupling between systems and operations 
· Cross-contract dependencies 
· Limited historical documentation standardization 
These constraints increase:
· Transition complexity 
· Dependency on incumbent knowledge
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