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1 1 Section 1.1 For payment authorization, please share the existing 
payment gateway in use?

All payments made to schools, employers, and students is done using the Statewide Financial 
System (SFS). 

2 1 Section 1.1 Please clarify if there is an intent to use the new system 
as a single identity management system for other 
applications in future as well?

HESC does not intend to use the the new identity management system for other applications at 
this time. 

3 4 Section 1.4.3.2 Please share which contact center solution is in use at 
present at HESC

HESC uses the Verizon Virtual Contact Center (VCC) for call center services.  

4 4 Section 1.4.3.2 Please share which ITSM tool is in use at present at 
HESC?

HESC utilizes the NYS Office of Information Technology Servies (ITS) ITSM tool--ServiceNow.

5 10 Section 2.1.4 For data migration, please share the volume of data 
which is expected to be migrated to new system?

The current database sizes are:  
Mainframe DB2-GSPRD1DB - Approximately 100GB (gigabytes)
SQL server Database:               -     Current Size

 1.Grants and Scholarships  -    18198.81 MB 
 2.GNSArchive                    -    123223.38 MB 
 3.Scholarship                      -    44279.00 MB
 4.Loan Forgiveness           -    14156.06 MB

  HESC fully expects much less data to be migrated after data is normalized and cleansed.  

6 18 Section 2.10 Please clarify if multilingual helpdesk support is required 
and which all languages should be supported?

The helpdesk will need to offer all 7 languages required by the State. However, the current 
language translation service will be used, as referened in Attachment 30 SR191.

7 General Please provide an itemized implementation, on-going 
maintenance, and call center budget (or budget ranges) 
for this project.  

Vendors should provide a bid based on the requirements set forth in the RFP.  

8 General Who were the vendors that responded with a notice of 
intent to bid?

HESC encourages potential bidders to provide their solution independent of potential competitors. As 
the Intent to bid is non-binding, this information may not reflect the actual pool of bidders

9 Attachment 28-HESC RFP 
Requirements

Can you clarify BR001 and BR002, regarding wether the 
application can be hosted in a data center other than NYS 
data center?

Yes, the application should be hosted in a data center other than the NYS data center.

10 Attachment 28-HESC RFP 
Requirements

Requirement BR021 states: “The System's public facing 
portal includes Chat capability that allows the student, 
applicant, school, HESC or Vendor employee to 
communicate via text in real time".  Does text mean SMS 
Text message or via a chat tool on the website?

This is referencing the use of a chat tool on the website.
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11 Attachment 28-HESC RFP 
Requirements

Requirements BR021 and BR158, both indicate that the 
system must have capability for e-signatures.  Do the 
signatures have to be compliant with Title 15 USC 
Chapter 96 - Electronic Signatures in Global and National 
Commerce?

Signatures do not need to be compliant with Title 15 USC requirements.  New York electronic 
records is governed by the New York Electronic Signatures and Records Act, NY State 
Technology Law §301 et. seq.

12 78 6.4 Cost Proposal Can we provide multiple pricing scenarios?  
For example, requirement BR150 is a desired 
requirement that states: “The system determines 
residency status in an automated way using an 
automated system/service”. This may require use of a 
third-party application, which would increase costs.  Can 
we provide pricing for both options? If yes, how should 
we indicate what is included the different pricing 
scenarios?

Yes, Bidders may submit multiple pricing scenarios. Bidders may provide multiple submissions 
per Section 4.3.2 of the RFP. To indicate what is included in the different pricing scenarios, per 
Section 4.3.2, Bidders need to submit an entire bid package, (e.g., administrative, technical, and 
cost proposal) for each pricing scenario.

13 General Will HESC be providing any staff for the project? If yes, 
what will be there roles and percentage of time allocated 
to the project?

HESC will definitely have staff on this project full time; e.g. project director, project manager, 
business analysts, testers, business area experts, and various IT roles.  

14 Attachment 28-HESC RFP 
Requirements

Requirement BR064 states: “The system shall have the 
ability to send and receive automated parent or spouse 
signature verification with the NYS Department of Motor 
Vehicles (DMV), using a web service that utilizes DMV's 
API”.  Please provide the technical specification for the 
NYS Department of Motor Vehicles (DMV) process to 
verify signatures.

HESC will work with NYS DMV to provide the API details and specifications to the selected 
Vendor.

15 Attachment 28-HESC RFP 
Requirements

How many pre-defined data templates are required 
(requirement BR107)?

Currently there are 7 predefined templates used for customized reports.

16 Attachment 28-HESC RFP 
Requirements

How many standard reports are required (requirement 
BR111)?

Currently there are 209 standard reports.

17 Attachment 28-HESC RFP 
Requirements

BR118 states: “The vendor system shall provide schools 
the ability to view all payment history for each program 
and for only students attending their school”. If a student 
transfers, should the school they transferred to be able 
to see prior payments in the current academic year?

No, the school would not see this information.  HESC staff will be able to.

18 Attachment 28-HESC RFP 
Requirements

BR172 specifies that for DALF applicants a check to 
ensure the applicant is registered with the Unified Court 
System (UCS) is required.  Please provide information on 
interfacing with the UCS.

This is currently done via a manual look up using the following URL:  
https://iapps.courts.state.ny.us/attorneyservices/search?0 



19 Attachment 28-HESC RFP 
Requirements

BR175 indicates there is a requirement to verify annual 
absences of the recipient.  Where is the system of record 
for that data?  Please provide technical specifications for 
the required interface or data sharing.  

This is currently a paper-based process where employers submit an employee verification form 
to HESC.  In this new system, we expect this to be online and fully automated.

20 5 Section 1.5 Extensions may include two 5 year terms. Should HESC 
desire to exercise those options, how will pricing 
escalators be determined for those options, both fixed 
and hourly, to address CPI-U inflation in the future? 
There is currently no provision for extensions in 
attachment 26. Would HESC consider new baseline 
pricing based on the aggregate CPI-U over 5 and 10 
years? 

Please see Section 3.1 of the RFP.

21 39 Section 4.7.2 Can you share more detail on the components of the 
technical evaluation? 

All detail on the technical evaluation process can be found in section 4.6, Method of Award.

22 40 Section 4.7.5 What weight will the Bidder demonstration have in the 
overall scoring, following the 100 points available for the 
technical and financial sections?

Bidder demonstrations are not worth any points in the overall scoring.  However, HESC reserves 
the right to deem                            any functionality demonstrated during the live demonstration 
as part of the Technical Proposal.

23 55 Section 5.2.4 Will any on the job travel requested by HESC (not 
commute travel) be reimbursable at OSC travel guideline 
rates? 

No, please see Section 3.4 D

24 32 Section 3.4 Regarding payment of invoices, can HESC confirm that 
payment will be made in accordance with New York 
Finance Law (SFL) §179-f.

Yes.

25 General Will the existing telephone number at the HESC Help 
Desk be used in this procurement or do additional toll 
free numbers need to be provided?

Existing HESC phone numbers will be used.  

26 General Does help desk need to be phased in with each iteration? 
For example, help desk operations will begin Year 2 after 
iteration 1 deliverables are completed and accepted by 
HESC. 

It is expected that help desk services will be phased in with each iteration and as more 
programs/functionality is implemented. 

27 Attachment 30 HESC RFP 
Service Requirements.xlsx  
SR188

What survey instruments are used currently? We currently use Survey Monkey and Microsoft forms.

28 General Section 2.9.2 Will NY TAP super users (with elevated privileges)’, 
require access and elevated privileges to Contractor tools 
such as ITSM toolset?  

Yes.

29 Attachment 28-HESC RFP 
Requirements  BR112

Are there any mass paper document printing and mailing 
requirements for this contract? If so, what is the monthly 
volume?

There is currently one mass mailing per year - approximately 15K/year.



30 General Are there contractor data entry requirements from 
returned paper forms for this contract?

HESC does not expect contractor data entry requirements as part of this contract.

31 Attachment 28-HESC RFP 
Requirements  BR115

Can you provide some examples of the type of bulk 
changes you would like the system to handle 
automatically?

One example - changing application status for a specific program at yearly closeout.

32 23 Section 2.11.2 Please confirm that the deliverable time frame for 
Preliminary Security Assessment Results should say:
Within fifteen (15) calendar days after the completion of 
vulnerability testing.

Correction. The deliverable timeframe for Preliminary Security Assessment Results should say: 
Fifteen (15) calendar days prior to completion of Analysis and Design activity. 

33 Attachment 29 - Program 
Requirements Matrix
Tab: "All 28 Programs"

Application Management: You have identified five (5) 
Categories, grouping the 28 programs. Notably, these are 
Military Awards, Memorial Scholarships, Academic 
Scholarships, Grants, and Loan Forgiveness.

Generally, for each category:
* Does the category operate off of a core template -- that 
is, a central base configuration from which all related 
programs “start” their application form and then make 
program-specific permutations. (For example, do 
Memorial Scholarships have a similar structure across all 
five of the related programs - MERIT, Flight 587, Flight 
3407, WTC, and Memorial)
* If not, are these application forms minimally or 
materially different?
* Are there different approval workflows for each 
program and application type?
* Do the financial budget templates for each 
Grantee/Applicant vary minimally or materially?
* Do programs have similar or different scoring rubrics 
for the external reviewers/panels?

The initial applications for each catergory will start with the same questions.  Additional 
questions pertaining to the different groups will be available to the applicants depending on the 
program award the applicant is applying for. The financial budget templates vary minimally.  
There is different rules for determing eligibility for different programs.



34 Attachment 28 - HESC RFP 
Requirements
BR107 through
BR112

Outputs: Please provide rough estimates around the 
following:
* On average, how many automated email templates do 
you require per program?
* On average, how many document templates are 
generated per program (e.g., grant agreement, payment 
letter)
* How many standard “canned” data reports are created 
from the system today (e.g., Grant Approval List, List of 
Approved Grants, List of Payments, etc.)?

On average there will be approximately 5-10 automated email templates per program. On 
average, there are approximately 5 document templates per program.  There are currently 
approximately 10 customized reports and over 200 canned reports.  The number of available 
reports is determined by the user (internal staff vs. school staff).

35 Attachment 28 - HESC RFP 
Requirements
SR052
SR053

Data Migration:
* How many separate systems/databases are in scope for 
migration to the new system? Will the cutover from 
systems follow the Iteration Phases, or does that differ 
from the documented schedule due to system end-of-life 
dates?
* For the Iteration 1 scope, please estimate roughly how 
many grant records would need to be migrated from the 
previous system(s)? Organizations? People? Reports? 
Documents?

*  Five databases are in scope for migration--1 DB2 and 4 SQL Server.                                                                                              
*  Systems cutover will largely follow the same Itreration phases.  HESC and the selected vendor 
will develop a final implementation plan together.                                                                                                                                                                                 
*  For Iteration 1, we expect that approximately 30k student records and 380 school records will 
need to be migrated to the new system.

36 Attachment 28 - HESC RFP 
Requirements
BR060
BR073

Integrations:
* Please confirm the final list of integrations required.
* Does each of these have APIs available?
* Of the systems listed for integration in the 
Attachments, please delineate which must be integrated 
with the new platform at Iteration 1 go-live/launch?

*  Exhibit 1 and 1A contain all of the file interfaces required for the new system.  There is an 
integration point with NYS DMV, and an API is available for this process.                                                                                                                                                    
*  All file interfaces in Exhibit 1 are needed for Iteration 1, except for APTS Outgoing, APTS 
Incoming, and Clearinghouse Interface.

37 Attachment 28 - HESC RFP 
Requirements
BR011

Accessibility: While it is understood that WCAG 2.0 is 
required for all users, can you confirm if WCAG 2.1 is only 
related to the end user (students) experience?

The System must be in compliance with NYS policy NYS-P08-005 Accessibility of Web-based information 
and applications found at http://www.its.ny.gov/document/accessibility-web-based-information-and-
applications-compliance-reporting

38  SecƟon 4.3.1Packaging of Proposals The instructions state: All Proposal contents must use a 
type size of eleven (11) points or larger.

Will the state allow offers to use smaller points sizes in 
tables and figures as long as they are readable?

Yes, this would be acceptable. 

39  SecƟon 4.3.1Packaging of Proposals What is the largest file size that HESC can receive for 
proposal files sent by email?

20MB



40  SecƟon 4.3.1Packaging of Proposals Do you intend the attachments to be submitted as 
separate files or as a single attachment volume, or 
contained within the related volume?

Attachments should be submitted as separate files.

41 General Will HESC be procuring OCM services under a separate 
opportunity for this project?

HESC is not currently planning to procure OCM services for this project.

42 General Will HESC be procuring IV&V services under a separate 
opportunity for this project?

HESC is not planning to procure IV&V services for this project.

43 Attachment 30 HESC RFP 
Service Requirements.xlsx  
SR160

2.9.2 Help Desk Can you please clarify that the expectation is that the 
Contractor staff the Level 1 and Level 2 Help Desk 
support?

Yes, that is the expectation.

44 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR160

2.9.2 Help Desk Roughly how many staff are anticipated needed to staff 
the Customer Support and Call Center?

We expect the vendor to staff the call center based on volume described in the RFP and SLA's 
are met.

45 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR160

2.9.1 Training Is tracking staff attendance required? Yes.

46 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR160

2.9.1 Training Is testing and reporting on staff test results required? Currently, there are no plans for this.

47 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR120 and SR125

2.9.1 Training Does the state intend for the Contractor to incur printing 
costs for manuals, job aids, etc. or can all documentation 
live within the state-provided LMS?

HESC expects all training materials to be stored electronically and using an LMS. If manuals, job 
aids, etc.  are used for training, it will be the responsibilty of the vendor.

48 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR116

2.9.1 Training Will HESC consider web-based training as an addition to 
on-site or remote training as it is may be more in line 
with HESC’s sustainability efforts?  If so, is there a 
preferred software for the web-based training?

Yes, web-based training should be used as well as onsite/remote training. HESC does not have a 
preferred software training system.

49 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.9.1 Training How many different types of trainings does HESC 
estimate is needed between HESC staff, 
students/parents, college/university staff, help desk, 
etc.?

HESC expects types of training to include TTT, HESC Staff, college/university staff, HESC level 2 & 
3 call center staff, HESC super user and HESC Reporting & BI (Tecnical staff).

50 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR115

2.9.1 Training Can you provide a sample of the “various locations” for 
on-site training?

Onsite trainings will be in Albany, NY as stated in SR115.  Web-based training will reach all 
college locations.

51 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR125

2.9.1 Training Where will all training materials be stored for staff 
access?

This will be determined by HESC and the selected vendor, but we expect that it will be stored 
electronically and/or LMS.

52 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119 and SR120

2.9.1 Training Will the virtual classes need to be or can they be 
recorded?

Virtual classes can be recorded.



53 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables How will the Train the Trainer (TTT) be utilized? Please see Attachment 30 HESC RFP Service Requirements.xlsx SR119, Contractor shall train 
HESC designated staff and HESC designated staff will train end users.

54 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables How will HESC determine which staff will be the trainers? HESC will determine and select staff closer to the train the trainer start date, and will select staff 
experienced in the field of training.

55 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables Which audiences will be trained by the staff that went 
through TTT? 

HESC TTT staff will train, in a variety of forms, school and HESC staff.

56 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables How many HESC trainers will go through TTT? HESC expects 2-4 trainers will go through TTT.

57 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables How many sessions are anticipated to be delivered for 
TTT? 

Contractor shall expect to conduct up to four (4) TTT for each of the three (3) iterations per 
section 2.2, Project Iterations and Phased Approach, for a total of twelve TTT sessions.

58 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR119

2.11.2 Table of Deliverables How many different roles are to be covered for TTT? Although the exact number of roles and their permissions may evolve over the life of the 
project, the contractor shall at a minimum, expect to cover school staff and HESC staff roles.

59 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR124

5.3.8 Americans with Disabilities Act (ADA) What ADA standards does HESC assume will apply to on-
site training?

No ADA standard will apply to onsite training for HESC staff.

60 Attachment 30 HESC RFP 
Service Requirements.xlsx 
SR124

5.3.8 Americans with Disabilities Act (ADA) Will live closed captioning be necessary for live, virtual 
training?

No.

61 Attachment 28 - 
Functional/Nonfunctional 
Requirements Matrix BR003

What is meant by "The system shall perform identity 
verification for all users?"

We need the vendor system to verify the user (student/applicant only) is in fact who they say 
they are.

62 Attachment 28 - 
Functional/Nonfunctional 
Requirements Matrix BR012

What do you mean by "Customer-facing elements?" All student/applicant web pages and data elements.

63 Attachment 29 - Program 
Requirements Matrix

Some programs require a student to engage in a Service 
Contract agreeing to reside and work in NY after 
graduation.  What happens if the student does not meet 
this service condition?

If they do not meet the service conditions, the award turns into a loan.

64 Attachment 28 - 
Functional/Nonfunctional 
Requirements Matrix B161 & 
BR162

Please elaborate on the impact of a TAP applicant having 
multiple family members in school.

There is an adjustment to the students TAP award if there are multiple family members.



65 Attachment 28 - 
Functional/Nonfunctional 
Requirements Matrix BR187 & 
BR188

When a student defaults on their Service Contract it 
appears that the scholarship turns into a loan that must 
be repaid.  Will the Vendor's system interface with an 
existing NYS system that services the loan?

The vendor system will need to produce a file/spreadsheet for these accounts.

66 9 2.1.4 Are letters and forms part of the student/account record 
to be converted?

No.

67 1 1.1 Will all reporting be done in the proposed application or 
are there commercial reporting tools (i.e. PowerBI, 
Tableau, etc) that will be used?

Vendor can use any 3rd party solution as long as it is seamless to the end user.

68 4 1.4.3.2 Will the solution require any text analysis or sentiment 
analysis of conversations fielded by the contact center?

No.


