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 REPLY CHECKLIST  

 

 

The following checklist identifies the mandatory documents that must be included in a Reply. 
Failure to complete and provide any of these mandatory documents shall result in 
disqualification of the Vendor (as non-responsive).  

 MANDATORY DOCUMENTS SECTION 

 
One (1) electronic version of the Reply on a compact disc (CD), USB 
removable media (i.e., Flash drive), or via email 

3.5. A. 

 
One (1) redacted copy of Reply on CD, USB removable media, or via 
email (required only if Vendor considers portions of its Reply confidential 
or exempt from disclosure under Florida’s Public Records Law) 

3.5. B. 

 Attachment A, Reply Certification 

3.6 

 Attachment B, Minimum Requirements Acknowledgement Form 

 Attachment C, Responsible Vendor Review Form 

 Financial Documents (as requested in Attachment D) 

 Attachment E, Solution Feature Workbook 

 Attachment F, Questionnaire 

 
 

The following checklist identifies the non-mandatory documents that may be included in a Reply.  

 NON-MANDATORY DOCUMENTS SECTION 

 Cover Letter 

3.6 
 Attachment G, Price Sheet 

 Vendor’s Standard Contract Terms 

 Proposed modifications to Attachment H, Contract Terms and Conditions 
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SECTION 1 - 
INTRODUCTION 

 
1.1 STATEMENT OF PURPOSE: This Invitation to Negotiate (ITN) is issued by Citizens Property 

Insurance Corporation (Citizens) to request competitive sealed replies (Replies) from firms 
(Vendors) capable of providing a web-based Software-as-a-Service (SaaS) Enterprise Litigation 
Management Solution (Solution) utilized by both Citizens Users and External Users to effectively 
manage litigated and disputed claims activity and other legal matters customary to property and 
casualty insurance carriers, outside counsel, and associated litigation billing. 

The proposed Solution will be required to import all of Citizens’ existing data: approximately 
113,544 matters, including 99,612 historic (closed) matters and 13,932 open and active matters. 
The data includes approximately 8.4TB of both structured and unstructured data surrounding the 
matter and invoices. Unstructured data include approximately 4,132,436  files of various types 
including Microsoft Office Files, PDFs, Audio and Video. The proposed Solution must also be able 
to support the creation of at least 14,000 new matters annually and allow access by more than 
3,000 users including Citizens Users and External Users. 

Citizens has organized and separated the Solution sought through this solicitation into six (6) 
required Business Feature Categories and five (5) required Technical Feature Categories 
(each, a Feature Category, and collectively, Feature Categories). Within Attachment E, Solution 
Feature Workbook, each Feature Category is further subdivided into a collection of singular 
Features which are detailed and identified as either “required” or “preferred.” Any Reply submitted 
by a Vendor must include, at a minimum, all Business and Technical Feature Categories (listed 
below), and each required Feature within each required Feature Category, as detailed in 
Attachment E, Solution Feature Workbook. 

The six (6) required Business Feature Categories are: 

1. Matter Management 
2. eBilling & Financials 
3. Document Management 
4. Calendaring 
5. Operational Reporting & Analytics 
6. Business Intelligence and Decision Support 

The five (5) required Technical Feature Categories are: 

1. Security, Identity and Access Management 
2. Integration 
3. User Experience 
4. Resiliency and Business Continuity 
5. Configuration and Customization 

All Feature Categories are more fully described in Section 2.1 of this ITN. Vendors are encouraged 
to propose Solutions that introduce new technology or leverage Citizens’ existing technology (see 
Exhibit 1 to this ITN for a full list of applicable technology). 

Citizens intends to award a contract (Contract) to a single Vendor who will be responsible for 
providing a Solution with all required Features within the Feature Categories listed above, together 
with all required implementation services. The Solution must be delivered by either (i) a single 
Vendor, who may partner with a separate implementation vendor, or (ii) a single Vendor with 
individual product subcontracts or joint ventures that collectively provide the Solution and all 
required Services, including the implementation services. Replies incorporating any products that 
are not supplied by the Vendor need to be clearly disclosed. 
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Regardless of the structure of the Solution within a Vendor’s Reply, each Vendor submitting a Reply 
must be able to maintain Contract responsibility for providing all required Feature Categories, and 
all required Features identified within Attachment E, Solution Feature Workbook. 
 
During the Negotiations Phase of this ITN, Citizens reserves the right to award multiple Contracts, 
incorporating multiple products into its recommendation for award. Also, during the Negotiations 
Phase, Vendors may propose alternative products or the incorporation of Citizens’ existing system, 
as needs become more defined. Following Contract award and execution, Citizens cannot 
guarantee how much work will be assigned to any specific Vendor(s). 
 

1.2 SPECIFIC GOALS, QUESTIONS AND FACTS: 
 

In accordance with Section 287.057(1)(c), Florida Statutes, Citizens provides the following 
information: 
 
Specific Goals: The specific goal of this ITN is to identify and engage one Vendor who provides the 
best value to Citizens based on several factors, including (i) prior relevant experience, (ii) quality of 
personnel and resources used to provide the Solution and Services, (iii) proposed methods for 
delivering the Solution and Services, and (iv) contractual terms and pricing for the Solution and 
Services. The criteria for evaluating and selecting Vendors are more fully described in Section 3 of 
this ITN. 
 
Questions Being Explored: Vendors are not required to respond directly to these questions in their 
Reply. These questions are included to give Vendors a better understanding of potential negotiation 
issues and factors that may impact the outcome of this ITN. 
 

 What additional internal costs could Citizens incur with the implementation of a new 
Vendor? 

 What specific services and deliverables are appropriate to achieve the goals of this ITN? 

 How can Citizens best ensure that Services are performed in a reliable, agreed upon 
manner? 

 What processes or workflow does Vendor use to ensure proper data is provided to Citizens 
current and future third-party financial vendors? 

 How can Citizens ensure flexibility for future changes to Vendor Solution (e.g. web system 
enhancements, new users, legislative mandates, future third-party Vendor transitions, 
etc.)? 

 What customer support services are available that provide distinct value to Citizens? 

 How can Citizens and Vendor ensure a smooth, timely, and cost-effective transition of 
these essential services? 

 What additional products and services can Vendor offer that are in the best interest of 
Citizens? 

 What pricing models, contractual terms and conditions are in the best interest of Citizens? 

 Which Vendor ultimately provides the best value for Citizens? 
 
Facts Being Sought: The facts being sought in this ITN are identified primarily in Attachment E, 
Solution Feature Workbook, and Attachment F, Questionnaire. 
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1.3 DEFINITIONS: In addition to other terms defined in this ITN, the following terms shall have the 
following meanings: 
 

A. Citizens – means Citizens Property Insurance Corporation. 

B. Citizens Users - means individuals utilizing the Solution, encompassing the following 
groups: Citizens Claims Department, Citizens Legal Invoice Reviewers, Citizens in-
house attorneys, and contracted third party adjusting resources. 

C. Contract – means the contract with a Vendor for the Solution and the Services that 
result from this ITN. 

D. External Users - means primarily outside counsel users from contracted law firms. 
External users may also include vendors submitting invoices related to litigation. 

E. Feature(s) – means the required or preferred functionality to be delivered by the Solution 
in order to meet business or technical needs. 

F. Feature Category(ies) – means a collection of features which are typically delivered 
through a single system or system component. 

G. ITN – means this Invitation to Negotiate, which is a competitive solicitation authorized 
under Section 287.057, Florida Statutes. 

H. Procurement Officer – means the Citizens employee identified on the cover page of this 
ITN. 

I. Reply(ies) – means all materials submitted by Vendor pursuant to this ITN. 

J. Services – means all the activities of Vendor which are collectively necessary to provide 
the products and/or services to Citizens pursuant to this ITN. 

K. Solution – means the product(s) proposed by Vendor which includes all of the 
operational requirements identified within this solicitation. 

L. Vendor – means an entity responding to this ITN in pursuit of providing the Solution and 
the Services. 

 
1.4 CITIZENS BACKGROUND: Citizens is a government entity that is an integral part of this state, 

established in 2002 by the Florida Legislature, to provide property insurance to those in Florida 
who are in good faith entitled to procure insurance through the voluntary market, but are unable to 
do so. Citizens is governed by Section 627.351(6), Florida Statutes, and operates pursuant to a 
Plan of Operation that is approved by the Financial Services Commission of the State of Florida. 
Citizens’ operations are supervised by a Board of Governors who are appointed by the Governor, 
CFO, President of the Senate and Speaker of the House. Additional information about Citizens is 
available at Citizens’ website: https://www.citizensfla.com. 

 
1.5 DIVERSITY: Florida is a state rich in its diversity and is dedicated to fostering the continued 

development and economic growth of small, minority, women, and service-disabled veteran owned 
business enterprises in the State of Florida. To this end, it is vital that such businesses participate 
in Citizens’ procurement process. Small, minority, women and service-disabled veteran owned 
businesses are strongly encouraged to submit Replies to this ITN. 
 

1.6 TAXES: Citizens is a governmental entity which does not pay Federal Excise or State sales taxes 
on direct purchases of tangible personal property. Citizens will not pay for any personal property 
taxes levied on Vendor or for any taxes levied on employee wages. 
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1.7 CONTRACT TERM: The Contract term is anticipated to be ten (10) years with additional optional 
renewals. The term, and any renewal terms, may be negotiated during the course of this ITN. 

1.8 NO CONTACT OR LOBBYING: Respondents to this solicitation or persons acting on their behalf 
may not contact, between the release of the solicitation and the end of the 72-hour period following 
Citizens posting the notice of intended award, excluding Saturdays, Sundays, and state holidays, 
any employee or officer of the executive or legislative branch concerning any aspect of this 
solicitation, except in writing to the Procurement Officer or as provided in the solicitation documents. 
Violation of this provision may be grounds for rejecting a Reply. The foregoing prohibition against 
contact includes contacting any Citizens employee (other than the Procurement Officer), members 
of the Board of Governors, or any third party acting on Citizens’ behalf with regard to the solicitation. 

1.9 CALENDAR OF EVENTS: Listed below are important events and dates relevant to this ITN. These 
events and dates are subject to change at Citizens’ sole discretion. It is each Vendor’s responsibility 
to comply with these timeframes and to monitor Citizens’ website for any changes. 

CALENDAR OF EVENTS 

DATE TIME EVENT 

March 15, 2021 ITN Released 

March 31, 2021 2:00 PM ET Pre-Response Conference 

April 2, 2021 2:00 PM ET Questions Due 

April 19, 2021 Answers Posted 

May 10, 2021 2:30 PM ET Replies Due 

June 9, 2021 2:00 PM ET 
Evaluation Committee Public Meeting to Rank the 
Replies and which Vendors Proceed to Negotiations 

June 10 – August 
30, 2021 

Vendor Negotiations

Late June – Early 
July 2021 

Vendor Demonstrations (anticipated) 

August 31, 2021 2:00 PM ET 
Negotiation Team Public Meeting to Announce Intent 
to Award Contract(s) 

1.10 PUBLIC MEETINGS: Public meetings related to this ITN will be held on the dates and times 
indicated in Section 1.9, Calendar of Events. The instructions for accessing each meeting are 
provided below: 

Telephone number: (904) 490-0703 
Access Code: 368-251-741 # 

Any person requiring an accommodation because of a disability should contact the Procurement 
Officer at least five business days prior to the public meeting. A person who is hearing or speech 
impaired can use the Florida Relay Service at (800) 955-8771 (TDD operator). 
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A. Pre-Response Conference: A telephonic Pre-Response Conference will be held to 

provide Vendors with pertinent information, address questions and clarify any provisions in 
the ITN that may not be fully understood. Attendance at the Pre-Response Conference 
is not mandatory. 
 

B. Evaluation Committee Public Meeting: Citizens will hold a telephonic public meeting for 
the evaluation committee to (i) rank the Replies based on evaluation criteria set forth in 
Section 3, and (ii) establish the competitive range of Replies reasonably susceptible for 
award. Those Vendor(s) within the competitive range may be advanced to Negotiations. 
Attendance at this meeting is not mandatory. Discussion between the evaluation 
committee and subject matter experts is permitted. However, in keeping with a competitive 
solicitation process, no discussion concerning the Replies may occur between any of the 
evaluation committee members and any Vendor during this public meeting. 
 

C. Negotiation Team Public Meeting: Citizens will hold a telephonic public meeting to 
determine which Vendor(s) Citizens intends to award a Contract to. Attendance at this 
meeting is not mandatory. Discussion between the negotiation team and subject matter 
experts is permitted. However, in keeping with a competitive solicitation process, no 
discussion concerning the Replies may occur between any of the negotiation team 
members and any Vendor during this public meeting. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

THE REMAINDER OF THE PAGE IS INTENTIONALLY LEFT BLANK 
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SECTION 2 - 
SCOPE OF SERVICES 

 
2.1 BACKGROUND: Citizens’ current litigation management system is a SaaS solution called Acuity 

provided by Mitratech that is used by both Citizens Users and External Users to facilitate the 
management of all activity on legal matters, including: (i) trend analysis reporting, (ii) management 
and auditing of all firm and vendor billing, (iii) storage of all litigation related documents, and (iv) 
enhanced communication between Citizens and its outside counsel. 
 
Citizens divides the user groups into two categories: Citizens Users which will include 

approximately 599 users in total; and External Users which will include approximately 1,824 
outside counsel users from 218 law firms (including current and historic firms/users). 
 
The litigation management system has separate interfaces/permissions for Citizens Users and 
contracted outside counsel users which allows a secure environment that both parties can access 
and collaborate on the handling of litigated claims, as well as an integration with outside counsel 
billing systems to allow for submission and review of electronic legal invoices. Outside counsel 
users have access that only permits viewing of matters/invoices/etc. assigned to their firm, as well 
as the ability to only add invoices/notes/documents to those matters assigned to the firm (and 
create and submit Timekeepers/Categories for approval). There are currently no policyholder or 
general public users. 
 
The current contract term is effective through June 2022. In addition to continuation of this service, 
through this solicitation, Citizens seeks Solutions that provide overall enhanced capabilities within 
the areas of performance/data analytics and legal invoice review. 
 
Citizens currently spends approximately $700,000 to $800,000 per year for its current litigation 
management system. For 2020, Citizens spent approximately $17,965,000 on other litigation 
related vendors (experts, court reporters, process servers, etc.) and $83,813,000 on outside 
counsel fees and costs, for an approximate total of $101,778,000. Average annual outside legal 
spend is approximately $100,000,000. 
 
The following paragraphs outline the context for each of the Business Feature Categories: 
 
Matter Management: Citizens is seeking a solution to enable Citizens Users and outside counsel 
users (as indicated above) to manage the lifecycle of a litigated matter from initial triage through 
resolution. The Solution should ensure the rigor of quality data collection while offering a simple 
and intuitive user interface. The Solution should support the following: 

 Ability to manage a matter with a focus on the data to be collected in each aspect of its 
lifecycle (for example: Set-up, Triage, Budget Approval, Discovery, Trial, Settlement). 

 Ability to support real-time (API-Application Programing Interface or web services) triggers 
that "pull" and/or "push" data from Citizens’ Claims Management System and other 
supporting systems (such as Quality Assurance and Vendor Management) to ensure 
consistent, accurate, and timely data synchronized in all applicable systems. 

 Ability to interface with Business Intelligence and Decision Support in order to support 
automation (including through artificial intelligence / machine learning) such as analytics-
driven outside defense counsel assignment model, triage assessment decision-support, 
and other decision support models. 

 Ability to enable efficient and effective collaboration with outside counsel users and 
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associated litigation vendors. 

 Ability to process routine actions, activities, or transactions through robotic process 
automation. 

The Solution should include separate interfaces for Citizens Users and outside counsel users which 
would ensure a secure environment that enables both parties to collaborate on the handling of 
litigated claims. In addition, data quality is imperative to realize the benefits of both Operational 
Reporting and Analytics and the Business Intelligence and Decision Support. The Solution 
should use leading practice interaction design principles that provide tools to simplify the data entry 
experience and maximizes the user's success in capturing data accurately. 
 
e-Billing and Financials: Citizens is seeking a Solution that will enable actionable billing rules 
based on various data points to help determine whether outside defense counsel firms are billing 
appropriately for work performed and to measure adherence to billing guidelines. The Solution 
should support the following: 

 Ability to create billing profiles associated with outside defense counsel firms to manage 
set and flexible fee schedules and other related information used to evaluate invoices 
submitted. 

 Ability to create and modify budgets that identify the resources and best estimate of cost 
to be devoted to each phase of the matter such as Initial pleadings/fact gathering, 
Discovery/Pre-trial, Trial, Post-Trial phases. 

 Ability for outside counsel users to submit, manually or through integration, LEDES 
formatted invoices. 

 Ability for other External users (Example: Court Reporting service providers) to submit 
manually, or through integrations, non-LEDES invoices. 

 Ability to support both automated and manual invoice audits. Automated audits would 
leverage preconfigured business rules based and could lead to automatic approvals of the 
invoice based on, for example, exceptions tolerance score, and vendor confidence. Manual 
audits are at the invoice line-item level and include the ability for Citizens Users to audit 
and for the outside counsel users to appeal each line-item of an invoice independently. 

 Ability to provide user/role specific dashboards that help both Citizens Users and External 
Users to keep track of their work and/or invoice submissions. 

 Ability to process routine actions, activities, or transactions through robotic process 
automation. 

 
Document Management: Citizens seeks a document management Solution that will provide users 
with mechanisms to easily find documents in whole or data captured within. The Solution must also 
provide the ability to have a global document bank with exemplar documents and templates to help 
guide and assist outside defense counsel on document development best practices. Citizens is 
also interested in exploring Solutions that provide document generation capabilities to assist with 
consistency and reportability of data captured within the documents. 
 
Calendaring Events and Tasks: Citizens seeks a Solution where users can easily identify the 
priority and criticality of upcoming events and tasks. The Solution should provide the ability for 
users to monitor events or tasks assigned to them. In addition, the Solution should provide the 
mechanisms for management users at both the outside defense counsel firm and within Citizens 
to monitor and be aware of any events or tasks that are upcoming, past due or at risk for missing 
a critical deadline. 
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Operational Reporting and Analytics: Citizens seeks a Solution that provides configurable 
reporting tools which provide real time access to all business data fields. This includes the ability 
to configure role-based dashboards, viewable upon login to the Matter Management and eBilling 
Solutions so that both Citizens Users and External Users can self-monitor, for example, their 
assignments, tasks, calendar items, case status, invoice submissions, and invoice exceptions. 
 
Business Intelligence and Decision Support: Citizens seeks the ability to leverage predictive 
models based on complex criteria for management decision support. Citizens encourages Vendors 
to propose Solutions that include the following: 

 Ability to analyze data from a unified database that consolidates data from Matter 
Management, eBilling and Financials, Document Management, Calendaring, and 
external sources such as Citizens’ Claim Management system. 

 Ability to leverage descriptive, diagnostic, predictive, and prescriptive advanced 
analytic models to inform leadership decisions such as employee performance, outside 
defense counsel performance, budget variance, assignment alignment, trends, and 
shifts in litigation. 

 Ability to provide centralized, management dashboards that provide visualizations that 
enable managers to see "high level" or drill deeper into the data’s taxonomy. 

 Ability to trigger events using APIs based on predetermined criteria, thresholds or 
pattern recognitions. 

 Ability to generate scoring of, for example, performance, quality, and confidence for 
use by management. 

 Ability to leverage the foregoing to enable automated outside defense counsel 
assignments and matter triage. 

 
The following paragraphs outline the context for each of the Technical Feature Categories: 
 
Security, Identity and Access Management: Citizens seeks a Solution that will provide a highly 
secure infrastructure that enables a high degree of configurability and granularity in the area of 
access management, user roles, and hierarchies. Protecting data that is classified as "Restricted 
Confidential" both from security breaches and over privileged access is of the highest priority. 
 
Integration: Citizens seeks a Solution that can easily integrate with other technology. Data will 
regularly be synchronized between the proposed Solution and other Claims related technology 
solutions. Integrations should enable the pull or push data based on pre-defined triggers such as 
status changes, party assignment, or person assignment. 
 
User Experience: Citizens seeks a Solution that enables an intuitive user experience for all users. 
Of highest importance is the ability to empower users to self-monitor assignments, budgets, and 
calendaring items. In addition, data quality is imperative for accurate and actionable reporting. The 
Solution should use great interaction design principles that provide tools that simplify the data entry 
experience and maximize the user's success in capturing data accurately. 
 
Resiliency: The Solution is critical to Citizens’ daily operations. Citizens seeks Solutions with a 
highly resilient infrastructure which can minimize downtime and data loss. 
 
Configuration and Customization: Citizens is always looking to evolve and improve its litigation 
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management processes including data captured and reported on, workflow processes, and 
opportunities for automation. Citizens seeks Solutions that provide easy tools to configure and 
evolve to meet our needs. 
 

2.2 MINIMUM QUALIFICATIONS AND REQUIRED SOLUTION FUNCTIONALITY: The minimum 
qualifications and required Solution functionality for this ITN are represented in five attachments as 
described below. Vendor must satisfy the minimum qualifications and required Solution 
functionality in order to be eligible for an award of a Contract under this ITN, subject to Section 4.6 
below: 
 

A. Through Attachment A, Reply Certification, Vendor must submit information to assist 
Citizens in determining whether contracting with Vendor presents a significant potential or 
actual organizational conflict of interest, and whether the parties are able to satisfactorily 
avoid, neutralize, or mitigate such potential or actual conflict of interest. Vendor must 
receive a PASS determination from Citizens regarding potential or actual conflicts of 
interest as described in Attachment A. 
 

B. Through Attachment B, Minimum Requirements Acknowledgment Form, Vendor must 
certify that it meets certain minimum requirements relating to the ITN. Vendor must answer 
“Agree” to each of the minimum requirements listed in Attachment B. 
 

C. Through Attachment C, Responsible Vendor Review Form, Vendor must submit 
information to assist Citizens in determining whether Vendor is a “Responsible Vendor” as 
required by Section 287.057, Florida Statutes. A Responsible Vendor is a Vendor who has 
the capability in all respects to fully perform the contract requirements, and the integrity 
and reliability that will assure good faith performance under a Contract. Vendor must be 
deemed a “Responsible Vendor” by Citizens’ Vendor Management Office using the 
information contained on Attachment C and other available information. 
 

D. Through Attachment D, Financial Review, Vendor must submit information to assist 
Citizens in determining whether Vendor has the financial stability, viability, and capacity to 
perform the services for the term of the Contract. Vendor must receive a PASS 
determination from Citizens’ Vendor Management Office, with the assistance of an 
independent CPA, regarding Vendor’s financial stability, viability, and capacity as 
described in Attachment D. 

 
E. Through Attachment E, Solution Feature Workbook, Vendor must confirm that the 

proposed Solution includes the “required” Features detailed in the “Feature List” tab. 
 

2.3 DESCRIPTION OF SOLUTION FUNCTIONALITY: The required and preferred Features and 
functionality of the proposed Solution is outlined in Attachment E, Solution Feature Workbook. 
Vendors must complete Attachment E confirming the availability of the specific Features and 
functionality within the proposed Solution and should also use Attachment E to describe the 
proposed Solution and provide additional details regarding their responses. 
 

2.4 DESCRIPTION OF SERVICES: The following Services are required of Vendors awarded a contract 
as a result of this ITN. Any exceptions should be clearly identified in Vendor’s response to 
Attachment F, Vendor Questionnaire. 

A. Solution Training. Within 30 days of execution of contract, or an alternate timeframe 
agreed to during negotiations, Vendor and Citizens must finalize the Vendor’s proposed 
Training Plan outlining how Vendor will train Citizens Internal and External Users. Citizens 
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Contract Manager will assist the Vendor in the development of this plan. Training Plan must 
include the following: 

 Initial training of Citizens Internal and External Users on use of proposed Solution. 

 Initial training of Citizens’ administrative and technical staff on administrative and 
technical design changes, configurability, or customization enhancements to 
proposed Solution. 

 Initial training consisting of periodic training webinars during the first 90 days after 
the Solution live date, to communicate frequently asked questions and offer 
question and answer support to Citizens internal and external Users. 

 On-going new user training (web based) as required by Citizens. 

B. Technical Support. Vendor and Citizens shall implement a mutually agreed upon support 
plan, including but not limited to, the following support services for Citizens and Citizens 
External Users: 

 Telephone support for Citizens Internal and External Users. 

 Technical support or Professional Services to assist with Citizens Solution 
customization needs. 

 Technical support or Professional Services to assist with data imports and extracts. 

 Technical support or Professional Services to assist with third party integration as 
required by Citizens. 

C. Implementation Plan. Citizens has a business need to implement the proposed Solution 
within twelve (12) months (or less) from the date of contract execution. Citizens has a 
significant reliance on Vendor’s support to successfully migrate its historic data, implement 
the proposed Solution, and train Users. The Vendor will develop a mutually agreed upon 
Implementation Plan within 30 days of contract execution or alternate timeframe agreed to 
during negotiations. Citizens’ Contract Manager and implementation team will work with 
the Vendor to develop the Implementation Plan which must include the following tasks: 

 Conversion and migration of more than 113,544 matters and 4,132,436 related 
documents from Citizens’ current litigation management system into the Awarded 
Vendor’s Solution. We project the amount at time of migration will be upwards of 
130,000 matters. Vendor must have the ability to migrate all historical data and 
maintain all data in the future. 

 Initial setup of users from both Citizens and Citizens Law Firms into proposed 
Solution. 

 Solution Training and Support Plans as described above. 

 Solution Acceptance Process. 

D. Transition Plan. Vendor should provide a detailed written description of transition services 
that will be available to Citizens to facilitate a smooth transition to a new vendor upon 
termination or expiration of the agreement awarded under this ITN. The description should 
include the following: 

 Detailed description of transition services including verifiable experience regarding 
any transition services provided to clients who meet or exceed the requirements 
of this ITN. Transition services should include file conversion process and abilities, 
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integration and implementation of any and all transitioned data and verified 
experience regarding projects. 

 
2.5 CONTRACTUAL TERMS AND CONDITIONS: Citizens anticipates negotiating contractual terms 

and conditions that are substantially as set forth in Attachment H, Contract Terms and 
Conditions. Vendors are not required to submit proposed edits to the Contract Terms and 
Conditions with their initial Reply to this ITN. Proposed modifications may be included with Vendor’s 
initial Reply to account for standards within the industry, specific attributes of Vendor, or any 
specific attributes of a Reply, and will be subject to negotiations. Vendors will be required to 
maintain a current authorization to do business within the State of Florida, which will be verified on 
an annual basis through the Department of State, Division of Corporations. 
 

A. Performance Measures. Citizens will require Vendors to agree to reasonable Service 
Level Standards for the Services and Solutions it proposes. Exhibit A – Statement of 
Services to Attachment H sets forth Citizens expectations for minimum Service Level 
Standards. Performance measures may include, but may not be limited to the following: 

 Achievement of on time implementation per the mutually agreed upon 
implementation schedule. 

 Timely completion of the agreed upon Training Plan. 

 100% availability of the agreed upon support services. 

 Measure of unplanned Solution outages. 

 Measure of Solution defects per the agreed upon functionality. 

 Continuity/Recovery. 

B. Deliverables and Deliverables Schedule. Vendor and Citizens will negotiate an agreed 
upon set of deliverables to be defined in the contract, including, but not limited to: 

 Delivery and installation or implementation of a fully functional Solution as 
described in Section 2, Scope of Services. 

 As part of the contract finalization process, Vendor will be required to provide the 
following documents and or information to Citizens Contract Manager or designee: 

i. Agreed upon Implementation Plan including the Training Plan. 

ii. The Litigation and Matter Management Software Solution Support 
Plan. 

iii. Security Policy with written statement regarding compliance with 
Citizens Security Policy. 

iv. Certificate of Insurance meeting the requirements in Section 15 of the 
Standard Terms and Conditions.  

v. Disaster Recovery and Business Continuity Plan(s). 

vi. Assignment of a Vendor Contract Manager who will act as a single 
support point of contact between Awarded Vendor and Citizens to 
coordinate and implement activities defined in this solicitation. 

Vendors are encouraged to offer additional services and solutions in their Reply to distinguish 
themselves from other Vendors. These additional services and solutions may be taken into account 
during the evaluation process and may be the subject of negotiations. 
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SECTION 3 - 
REPLY INSTRUCTIONS AND EVALUATION PROCESS 

 
3.1 QUESTIONS: There is an open question period beginning upon release of the ITN and ending on 

the date and time specified in Section 1.9, Calendar of Events. Vendors may submit questions in 
writing to the Procurement Officer (see email address on the Cover Page). Citizens will post 
answers to the questions on Citizens’ website in accordance with the Calendar of Events so all 
questions and answers are made available at the same time to all Vendors. Questions submitted 
will not constitute a protest to the ITN. Answers will constitute an amendment to the ITN only to the 
extent a substantive change is made. 
 
VENDORS ARE ADVISED TO RAISE ANY QUESTIONS THEY HAVE REGARDING THE 
REQUIREMENTS OF THIS ITN, INCLUDING THE SCOPE OF SERVICES OR OTHER TERMS, 
DURING THE OPEN QUESTION PERIOD. SUBMITTING A QUESTION, HOWEVER, DOES NOT 
SERVE AS A NOTICE OF INTENT TO PROTEST. 

 
Vendors are encouraged to cite the solicitation section number(s) or attachment to which the 
question pertains. 

 
3.2 CHANGES TO SOLICITATION: If any changes are made to this ITN, such changes will be formally 

noted through an amendment or addendum posted on Citizens’ website, which is located at 
https://www.citizensfla.com/solicitations. It is each Vendor’s obligation to monitor Citizens’ website 
to review amendments or addendums. 

 
3.3 PUBLIC RECORDS: By participating in this ITN process and submitting a Reply, Vendor 

acknowledges the requirements of the Florida Public Record laws found in Chapter 119, Florida 
Statutes and s. 24(a), Art. I of the Florida Constitution (the “Public Record Laws”), and agrees to 
the provisions set forth in this Section. Citizens is a public entity subject to the Public Record Laws. 
All Replies and written communications regarding this ITN become public records upon receipt by 
Citizens and therefore are subject to public disclosure. [Note: Replies are temporarily exempt from 
disclosure during the competitive solicitation process as provided in Section 119.071(1)(b), Florida 
Statutes.] 
 
If Vendor asserts that any portion of its Reply or written communication are confidential or exempt 
from disclosure under the Public Record Laws (“Protected Record”), then Vendor MUST comply 
with the following process: 
 

A. Clearly identify each portion of its Protected Record(s) that it believes is statutorily 
protected from disclosure; 
 

B. Submit a separate electronic copy of the Reply or written communication with only 
protected portions redacted; and 
 

C. Submit a separate redaction log that provides a legal justification (e.g., Trade Secret 
Protection) for each redaction. 
 

If Vendor does not identify its Protected Record(s) as specified herein, Citizens may produce 
Vendor’s non-redacted copy in response to a public records request. 
 
If Vendor has submitted a separate electronic copy of the Reply or written communication with only 
protected portions redacted as specified herein, Citizens will produce the redacted copy provided 
by Vendor in response to the public record request. In the event a third party is requesting a copy 
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of the redacted portion of Vendor’s Reply and Vendor continues to assert in good faith that redacted 
portions are confidential or exempt from disclosure under the Public Records Laws, then Vendor 
shall be solely responsible for defending its position or seeking a judicial declaration. 
Notwithstanding the provisions of this Section, in accordance with Federal or State law, Citizens 
will comply with any court order or government agency mandate to produce a Protected Record. 

 
3.4 REPLY DUE DATE AND SUBMISSION: Replies must be received by the Procurement Officer at 

either the email address listed in Section 3.5(A) below, or the physical address on the Cover Page 
on or before the date and time specified in Section 1.9, Calendar of Events. Vendors should clearly 
identify the name of this ITN on the subject line or front of its Reply as follows: 

 
ITN No. 21-0007, Enterprise Litigation Management Solution 

 
3.5 REPLY FORMAT: This Section prescribes the format in which Replies are to be submitted. Any 

information deemed appropriate by Vendor may be included within the applicable folders. 
Mandatory documents are identified in Section 3.6 by the specific term “shall submit” in bold type. 
Failure to provide or satisfy any of the mandatory documents will result in disqualification of the 
Vendor as non-responsive, subject to Section 4.6. 
 
Citizens is under no obligation to look for responsive information contained in incorrect folders or 
that is not organized according to these instructions. 

 
It is Vendor’s responsibility to provide complete answers and/or descriptions to all areas which 
Citizens has requested information. Do not assume Citizens will know what a Vendor’s capabilities 
are or what items/services it can provide, even if the Vendor has previously contracted with 
Citizens. Replies are evaluated on the information and materials provided in the Reply. Links to 
outside materials or external website links are discouraged, and evaluators are under no obligation 
to review such materials for the scoring of Replies. 
 
Vendors must clearly identify any attempt to use the background, experience or qualifications of a 
parent company, a predecessor company or an affiliated company as part of its Reply. Citizens 
may, but is not required to, consider such information in its initial review and evaluation of the Reply. 
If the other company’s information is considered necessary for the evaluation of a Reply, Citizens 
may require the other company to guarantee the performance or obligations of Vendor. 
 
A. Original Reply: 

 
o Via Email. Vendors may submit Replies via email addressed to 

citizens.purchasing@citizensfla.com. Vendors that submit their Reply via email should 
expect to receive an acknowledgement message within one business day. Vendors 
that do not receive such acknowledgement should immediately contact the 
Procurement Officer to confirm whether their Reply has been received. Citizens is not 
obligated to extend the Reply due date/time to allow for email transmission delays or 
errors. Please note that Citizens is unable to receive a Reply via email if the material 
is provided using encrypted files, or if the total size of the email and attachment(s) is 
10 megabytes (MB) or greater. 

 
o Via Mail. Vendors may submit Replies on CD or USB removable media by U.S. mail 

or delivery service to Michael Talbot, Procurement Officer, at 2101 Maryland Circle, 
Tallahassee, Florida, 32303. Citizens is not obligated to extend the Reply due 
date/time to allow for mail delivery delays or errors. 
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B. Redacted Copy of Reply: In addition to the email, CD, or USB removable media required 
in Section A. above, Vendor should submit a separate email, CD, or USB removable media 
with their Reply containing a full “Redacted” electronic version of their Reply in accordance 
with Section 3.3, above. This email, CD, or USB removable media should be labeled 
“Redacted Reply” and be void of any information Vendor deems exempt from Florida’s 
Public Records Laws. Along with the Redacted Reply, submit a redaction log providing a 
legal justification for each redaction (e.g. Trade Secret Protection). 
 

3.6 REPLY CONTENTS: The purpose of Vendor’s Reply is to demonstrate its qualifications, 
competence and capacity to provide the Solution and Services in conformity with the requirements 
of this ITN. To be eligible for award, Vendors shall submit the following (collectively, the Reply): 

 

VENDOR REPLY 

ITEM DESCRIPTION 

1. Attachment A, Reply 
Certification 

These documents will provide Citizens with 
basic information about the Vendor and its 
proposed Solution and Services as well as 
provide certain assurances necessary to 
qualify the Vendor for a potential award of 
contract. These documents will not be used in 
the scoring of Proposals. 

2. Attachment B, Minimum 
Requirements 
Acknowledgement Form 

3. Attachment C, Responsible 
Vendor Review Form 

4. Financial Documents (as 
requested in Attachment D, 
Financial Review) 

5. Attachment E, Solution 
Feature Workbook 

These documents will provide Citizens with 
specific information about Vendor’s proposed 
Solution and Services and will be used as a 
basis for evaluation and scoring of the 
Proposals. 

6. Attachment F, Questionnaire 

 
Vendors may also submit a short cover letter, a completed copy of Attachment G, Price Sheet, a 
copy of the Vendor’s Standard Contract Terms, and proposed modifications to Attachment H, 
Contract Terms and Conditions. Citizens will not be obligated to review or accept any extraneous 
materials. 

 
3.7 EVALUATION PROCESS: Replies will be provided to the evaluation committee members for 

individual review using the allocation of points indicated below. Prior to or concurrent with 
evaluation committee member review, Citizens will review all Replies to determine whether the 
minimum qualifications and other requirements are met. Replies that do not comply will be 
disqualified from further consideration. At any time before awarding a Contract, Citizens reserves 
the right to seek clarifications deemed necessary for proper evaluation of Replies. 
 

ATTACHMENT EVALUATION CRITERIA 
MAXIMUM 

POINTS 

E 

Solution Feature 
Workbook 

(up to 60 points 
maximum) 

Required Business Feature 
Categories 

40 

Required Technical Feature 20 
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Categories 

F 

Vendor Questionnaire 

(up to 35 points 
maximum) 

Vendor Qualifications and 
Experience 

10 

Training and Support Services 10 

Implementation and Transition 
Services 

10 

Optional Products and Services 5 

G Pricing Attachment 5 

Total Points:  100 

 
Pricing Score. Points for pricing will be awarded based on the Vendor submissions to the Pricing 
Attachment; awarding (5) points to each Vendor who submits pricing as set forth in Pricing 
Attachment, Section (1). Vendors not providing pricing in Pricing Attachment, Section (1), will not 
receive any points (0). Vendor pricing will be explored in depth during the negotiations phase. 
 
Evaluation Committee Meeting. The average scores of the evaluation committee will be combined 
with the Pricing Attachment score to determine the initial ranking of Vendors. In a public meeting, 
the evaluation committee will review the scores and establish a competitive range of Replies 
reasonably susceptible of award. Vendors within that range may be advanced to the negotiations 
phase of this ITN. In the public meeting, evaluators may change their initial scores based on their 
discussions with other evaluation committee members and any subject matter experts. 

 
3.8 NEGOTIATIONS PROCESS: The negotiations will proceed as follows: 

 
A. Citizens reserves the right to negotiate with Vendor(s) sequentially or concurrently to 

determine the best value to Citizens. If the negotiation team negotiates sequentially, it may 
determine best value after negotiating with the highest ranked Vendor evaluated within the 
competitive range. If the best value determination is not made, the negotiation team can 
then move to another Vendor within the competitive range. 

B. Vendors proceeding to negotiations may be required to make a presentation / 
demonstration, as specified in Section 1.9 Calendar of Events and may be required to 
provide references, an opportunity for a site visit, etc. Citizens reserves the right to require 
attendance by particular representatives of Vendor. Any written summary of presentations 
or demonstrations provided by Vendor should include a list of persons attending on behalf 
of Vendor, a copy of the agenda, copies of all visuals or handouts, and shall become part 
of Vendor’s Reply. Failure to provide requested information may result in rejection of the 
Reply. 

C. Vendor(s) advanced to negotiations may be asked for documentation of their Resiliency 
Strategy and capabilities and for additional details regarding the proposed Solution. 
Citizens expects that, upon request, any Vendor advanced to negotiations will provide 
these documents within 3 business days. 

D. Before award, Citizens reserves the right to seek clarifications, to request Reply revisions, 
and to request any information deemed necessary for proper evaluation of Replies. If 
necessary, Citizens will request revisions until it is satisfied that the contract model will 
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serve Citizens’ needs and is determined to provide the best value to Citizens. 

E. Citizens also reserves the right to contact references not provided by Vendor. The results 
of the reference checking may influence negotiations and best value determination. 

F. Citizens reserves the right to cease negotiations with any Vendor without notice, and 
Citizens may elect not to issue a written request for a Best and Final Offer (BAFO) to a 
Vendor with whom negotiations have ceased. At the conclusion of negotiations, Citizens 
may issue a written request BAFO(s) to one or more of the Vendors with which the 
Negotiation Team has conducted negotiations. The BAFO will typically contain: 

 A revised Scope of Services; 

 All key business terms and conditions to be included in final contract; and 

 A final price offer. 

If BAFOs are requested, the BAFOs will be delivered to the negotiation team for review 
and shall remain a firm offer(s) for 180 days, not permitted to be withdrawn by a Vendor. 
Thereafter the negotiation team will meet in a public meeting to determine which offer 
constitutes the best value to Citizens based upon the selection criteria set forth in Section 
3.9 below. 

G. Citizens does not anticipate reopening negotiations after receiving the BAFOs, but 
reserves the right to do so if it believes doing so will be in its best interests. 

H. Citizens reserves the right to utilize subject matter experts and other technical advisors to 
assist the negotiation team with reviewing the Replies. These persons will not be deemed 
to be members of the negotiation team. 

3.9 SELECTION CRITERIA: The focus of the negotiation team will be on selecting the Vendor(s) that 
provides the best value to Citizens. The best value determination will be based upon the 
requirements of this ITN and the following selection criteria: 

A. The quality, design, approach, workmanship, prior relevant experience, and demonstrated 
ability of the Vendor to effectively provide the Solution and Services and/or meet the goals 
of this ITN; 

B. The price and terms of payment for the Solution and Services; 

C. The reasonableness of the contractual terms, including service level agreements. 

D. Vendor’s ability to provide quality and timely services to Citizens during the term of the 
Contract; and 

E. Vendor’s ability to track performance and quality assurance metrics. 

The negotiation team may modify or add to this selection criteria provided that such changes are 
disclosed to Vendors engaged in such negotiations. The weight given to each criteria may vary 
among negotiation team members. The negotiation team members will not be required to 
numerically score the Vendors; the team’s recommendation for award (i.e., the intent to award) 
may be made based by a majority vote of the negotiation team members. The negotiation team 
shall not be bound by the scores of the evaluation committee in making this recommendation. 

 
3.10 EXECUTION OF CONTRACT: Vendors receiving an award under this ITN will be required to sign 

a final Contract that includes terms and conditions substantially as set forth within Attachment H, 
Contract Terms and Conditions. See Section 2.5 above. Citizens' expectation is that the terms 
and conditions within Attachment H will be closely adhered to. The final Contract will also include 
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all of the terms and conditions agreed to during negotiations. Any request to change contract terms 
in Attachment H are allowed to be submitted to the Procurement Officer during the open questions 
period for this ITN. 
 
Vendor shall have no vested right to do business with or receive payment from Citizens until a 
Contract is signed by all parties. Furthermore, unless the Contract specifically provides otherwise, 
the execution of a Contract does not guarantee Vendor will receive any particular volume of 
business from Citizens. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

THE REMAINDER OF THE PAGE IS INTENTIONALLY LEFT BLANK 
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SECTION 4 - 
GENERAL CONDITIONS 

 

4.1 PROTESTS: There are two conditions under which this ITN may be challenged: 
 
A. There may be a protest of the terms, conditions, and specifications contained in the ITN, 

including any provisions governing the methods for ranking bids, proposals, replies, awarding 
contracts, reserving rights for further negotiations, or modifying or amending any contract. A 
notice of intent to protest, made pursuant to this condition, must be filed in writing with 
Citizens’ Clerk within 72 hours after Citizens posts notice of the applicable ITN term, 
condition or specification (excluding Saturdays, Sundays and state holidays); or 
 

B. A person adversely affected by Citizens’ decision or intended decision to award a contract 
pursuant to Sections 287.057(1) or (3)(c), Florida Statutes, may challenge the decision. A 
written notice of intent to protest, made pursuant to this condition, must be filed in 
writing with Citizens’ Clerk within 72 hours after Citizens posts notice of its decision or 
intended decision (excluding Saturdays, Sundays and state holidays). 

 
Questions to the Procurement Officer do not constitute formal notice of a protest. 
 
After the timely filing of a written notice of intent to protest, the protestor must then file a formal 
written protest. The formal written protest must be filed within 10 calendar days after the date 
of the notice of protest is filed. The formal written protest must state with particularity the facts 
and law upon which the protest is based and comply with Citizens’ Board of Governors Procedures: 
Procurement Protests (Section 4-5.00). Any protest concerning this ITN shall be governed by 
Section 627.351(6)(e), Florida Statutes, and Citizens’ Board of Governors Procedure: Procurement 
Protests, located at: 
https://www.citizensfla.com/documents/20702/42664/Procurement+Protest+Procedure/816d9bfb-
e636-40ec-a9f5-34873d053bf7. 
 
Failure to timely file an intent to protest or timely file a formal written protest, within the time 
prescribed pursuant to 627.351(6)(e), F.S., constitutes a waiver of proceedings. 
 
The address of Citizens’ Clerk for the filing of: the notice of intent to protest or the formal written 
protest is: 

Citizens Property Insurance Corporation 
Attn: Althea Gaines, Clerk 

2101 Maryland Circle 
Tallahassee, FL 32303 

Email: Agency.Clerk@citizensfla.com 
 

4.2 COSTS OF PREPARING REPLIES: Citizens is not liable for any costs incurred by Vendor in 
replying to this ITN, including costs for materials, meetings and/or travel, if applicable. 
 

4.3 USE OF REPLIES: Other than Vendor’s intellectual property, all Replies become the property of 
Citizens and will be a matter of public record subject to the Public Records provisions of Chapter 
119, Florida Statutes, and s. 24(a), Art. I of the Florida Constitution. To the extent allowed by law, 
Citizens shall have the right to use all ideas, or adaptations of those ideas, contained in any Reply. 
Acceptance or rejection of the Replies will not affect this right. 

 
4.4 WITHDRAWAL OF A REPLY: All Replies submitted by Vendor, including a BAFO, will remain firm 
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and may not be withdrawn for a period of one hundred eighty (180) calendar days from the date 
submitted. Any Reply that expresses a shorter duration may, in the Procurement Officer's sole 
discretion, be accepted or rejected. Notwithstanding the above, a Reply may be withdrawn from 
consideration by written request of Vendor to the Procurement Officer before the Reply Due Date. 

 
4.5 MINOR IRREGULARITIES: Citizens reserves the right to waive any minor irregularity concerning 

a Reply if Citizens determines that doing so will serve Citizens’ best interests. This includes the 
right to allow a Vendor, after the Reply Due Date, to submit documents that were inadvertently 
omitted from a Reply or that contained incomplete information if that will not provide Vendor with a 
competitive advantage. Citizens is under no obligation to waive a minor irregularity and may reject 
any Reply not submitted in the manner specified by the ITN. 

 
4.6 NO MISREPRESENTATIONS: All information provided and representations made by Vendor 

relating to this ITN or contained in Vendor’s Reply are material and important and will be relied 
upon by Citizens in awarding the Contract. Any intentional or negligent misstatement may be 
treated as a fraudulent inducement to award Vendor the Contract and a fraudulent concealment 
from Citizens of the true facts relating to submission of the Reply. A misrepresentation may be 
punishable under law, including, but not limited to, Chapter 817 Florida Statutes. Furthermore, any 
misrepresentation may be immediate grounds for termination of the Contract and bar Vendor from 
participating in future solicitations or other business opportunities with Citizens. 

 
4.7 NO CONFLICTS OF INTEREST: Vendor may not compensate in any manner, directly or indirectly, 

any officer, agent or employee of Citizens for any act or service which he/she may do, or perform 
for, or on behalf of, any officer, agent, or employee of Vendor. No officer, agent, or employee of 
Citizens may have any interest, directly or indirectly, in any contract or purchase made, or 
authorized to be made, by anyone for, or on behalf of, Citizens. Vendor shall have no interest and 
shall not acquire any interest that will conflict in any manner or degree with the performance of the 
services required under this ITN. 

 
4.8 ACCEPTANCE OF TERMS: Submission of a Reply constitutes acceptance by Vendor of the 

mandatory requirements, terms and conditions contained in this ITN, unless otherwise specified in 
the Reply. 
 

4.9 SUBSEQUENT NEGOTIATIONS AND AWARDS: If a Contract cannot be reached with the 
intended awardee, or if a Contract is terminated for cause by Citizens or terminated without cause 
by a Vendor, Citizens reserves the right to re-procure substitute contractual services through 
negotiations with the next-ranked eligible Vendor under this ITN. If Citizens fails to contract with 
the next-ranked eligible Vendor it may continue in this manner sequentially through all eligible 
Vendors until a Vendor willing to perform at acceptable pricing, terms and conditions is found. 
 

4.10 ENTIRE SOLICITATION: This ITN shall constitute the entire understanding of the parties with 
respect to the solicitation of the Solution and Services. No decisions or actions shall be initiated or 
executed by Vendor as a result of any verbal discussions with a Citizens employee. Only written 
communications from authorized Citizens staff will be considered as authorized on behalf of 
Citizens. 
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