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1. INTRODUCTION & PURPOSE

The Salt Lake Valley Emergency Communications Center (SLVECC) is soliciting proposals

from qualified vendors to provide a Non-Emergency Al Call-Taking Solution purpose-built for

Public Safety Answering Points (PSAPs).
The objective of this procurement is to:

e Reduce non-emergency call workload on telecommunicators

o Improve caller experience

e Increase call-handling efficiency

o Ensure emergency calls are immediately escalated

e Maintain compliance with public safety, privacy, and regulatory standards

The selected solution must be live, proven, and operating 24/7/365 within U.S. PSAP
environments and demonstrate documented governance maturity and measurable adoption
success.

2. PROJECT GOALS

SLVECC seeks a solution that:

e Answers non-emergency calls immediately

e Uses generative Al (not rules-based IVR)

e Automates 60—-80% of eligible non-emergency calls

o Integrates bi-directionally with CAD

e Preserves dispatcher control via human-in-the-loop escalation
o Enhance operational efficiency without replacing staff

o Is secure, governed, sustainable, and supported long-term

o Can query authorized integrated systems and return validated information to callers when

appropriate

3. SCOPE OF WORK

The vendor shall provide:

o Software licensing or managed service

o Implementation and configuration

o Demonstrate that a fully functional integration with CAD, GIS, telephony, and call
recording systems currently exists within its production environment, or provide
documented evidence that such integrations are formally included in its active

development pipeline with a contractual commitment to deliver within an agreed-upon

timeline.



e C(lear identification of the number of call routes included in base pricing
e Pricing for additional routes beyond base configuration

e Training and documentation

e Ongoing administration and optimization

e Post-launch adoption support

e Al governance documentation and lifecycle management processes

4. REQUIRED SYSTEM CAPABILITIES

X.0 Enterprise Control

The solution must:

e Operate as a single integrated platform

o Provide centralized role-based access control

e Be CJIS and HIPAA compliant. SOC 2 Type II compliance preferred.
e Be browser-based

e Maintain comprehensive audit logging

X.1 Conversational Al for Non-Emergency Call Handling
The system must:

e Use voice-based Natural Language Understanding

e Understand free-form speech (English & Spanish minimum)
e Maintain conversational context

e Demonstrate low-latency Al voice response

e Provide natural, realistic conversational cadence

e Escalate immediately upon emergency indicators

e Support human override at any point

e Log and audit all interactions

e Provide triage dashboard visibility

o Integrate with audio recorder systems

e Query authorized systems and return validated information to callers when appropriate

X.2 Real-Time Al Language Translation
The system must:

e Automatically detect language

e Provide real-time bi-directional translation

e Support at least 30+ languages

o Display live transcription and translation

o Allow typed responses spoken in caller’s language



e Require no manual per-call setup

X.3 Automatic Notetaking

The system must:

Generate real-time Al summaries
Transcribe and timestamp calls
Auto-tag incidents using contextual Al
Prompt for protocol compliance

X.4 Analytics & Dashboards

The system must provide:

Real-time dashboards

Conversational analytics queries

KPI tracking (automation rate, escalation rate, handling time, QA scores)
Customizable supervisor dashboards

5. CAD INTEGRATION & VIRTUAL
DISPATCHER

The solution must:

o Be CAD interface capable or provide documented evidence that such integration is
formally included in its active development pipeline with a contractual commitment to
deliver within an agreed-upon timeline of the following:
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Provide full bi-directional CAD integration where supported

If direct interface is unavailable, provide automated bot-driven incident creation
within CAD

Support JSON/XML and OAuth2/mTLS

Auto-create CAD incidents

Provide immutable audit trails

Support one-click dispatcher takeover

6. SAFETY, ESCALATION & RESILIENCE

The system must:

e Detect emergency indicators and escalate immediately
e Include automatic escalation triggers



o Interrupt callers during emergency detection

e Include silence detection

e Provide documented system outage continuity plan
e Maintain high availability and failover

e Prioritize 911 traffic

Vendor must document RTO and RPO.

7. POLICY, LEGAL & DATA
GOVERNANCE

The solution must:

e Support configurable retention and redaction
o Enforce role-based access

e Support accessibility requirements

e Comply with CJIS and applicable regulations

Data Governance Requirements:

e SLVECKC retains full ownership of all data

e Vendor shall not use agency data for model training without written authorization
o Data must be exportable in non-proprietary format

e Agency retains post-termination access for a minimum of 180 days

e No additional charges for data export

8. Al MODEL GOVERNANCE &
LIFECYCLE MANAGEMENT

Vendor must document:

e Model version control

e Retraining processes

e Change approval workflow

e Advance notification of material model changes
e Al drift monitoring

e Bias testing and mitigation

e Human review loop requirements



9. IMPLEMENTATION PLAN
(REQUIRED)

Vendors must include:

e Detailed implementation timeline (in weeks)
e Defined milestones

e Agency vs. vendor responsibilities

e Risk mitigation plan

o Pilot or phased rollout strategy

e Go-live readiness criteria

e 30/60/90-day stabilization plan

10. CUSTOMER SUCCESS & ADOPTION

Vendors must provide:

e Organizational structure of customer success

e Change management framework

e Adoption roadmap

e Adoption milestones

o KPIs used to measure success

o Examples of agencies exceeding 40% diversion

11. COST PROPOSAL

Vendors must include:

e Full pricing transparency

e Number of included call routes

e S-year cost projection

e CAD and recorder integration pricing
e Managed vs self-admin pricing

Pricing protections:

e No charges for model retraining

e No charges for accuracy tuning

e No charges for governance updates

o Data ownership protections remain with SLVECC



12. PREFERRED FUNCTIONALITY

X.0 Multi-Source Location Validation

The system validates location using:

ALI

GPS

EED

ELS

what3words
User-reported location
Height above terrain

The system visually maps active calls and verifies spoken location data.

X.1 Radio Operations Support

The system:

Transcribes radio communications
Tags by channel and speaker
Surfaces priority transmissions
Updates summaries dynamically

X.2 AI-Supported Review & QA

The solution:

Reviews all calls

Identifies missed protocol steps
Integrates with CAD performance review
Supports electronic evaluation workflows
Allows review and dispute capability

X.3 AI-Powered Training

The system:

Generates Al-based training simulations
Aligns with SLVECC protocols



e Provides measurable trainee feedback
e Tracks completion and competency

X.4 Caller Real-Time Video

The system:

Requests live video

Stores live stream and recorded media
Allows telecommunicator control
Shares video with responding units
Follows agency retention policies

X.5 Mapping

The system:

e Requests caller location via text
e Displays multiple coordinate formats
e Shows radius and GIS layers

X.6 Standard Operating Procedure (SOP) Ingestion &
Adaptive Learning Requirement (preferred)

The proposed solution must include the capability to ingest, process, and operationalize the
agency’s Standard Operating Procedures (SOPs), policies, protocols, and related operational
documentation.

Specifically, the solution must:

1. Document Ingestion Capability
e Accept SOPs and related materials in common formats (e.g., PDF, Word, web-
based documents, structured policy documents).
e Support both initial bulk upload and ongoing updates to documentation.
2. Contextual Learning & Policy Alignment
e Utilize the agency’s SOPs as a primary knowledge source to inform
recommendations, call handling guidance, workflow routing, and automated
responses.
e Ensure outputs, prompts, and automated actions align with agency-specific
procedures rather than generic industry standards.
3. Continuous Update & Version Control
e Allow administrators to update SOPs as policies evolve.



e Reflect policy changes in system behavior without requiring full system retraining
or redevelopment.
e Maintain version tracking and audit logs for documentation updates.
4. Explainability & Traceability
e Provide transparency into how agency SOPs are being applied in decision-support
or automated outputs.
e Enable auditability to demonstrate that recommendations or actions are grounded
in approved agency documentation.
5. Administrative Controls
e Provide role-based access controls for uploading, modifying, and approving SOP
content.
e Ensure that only authorized personnel may update operational policy inputs.

12. EVALUATION STRUCTURE

RFP Section: Evaluation & Advancement
Criteria

X.0 Evaluation Methodology

Proposals will be evaluated using a weighted scoring methodology. Each proposal will be
independently scored by the Evaluation Committee based on the criteria outlined in this section.

Each evaluation category will be assigned a maximum point value. The total possible score for
this RFP is 200 points, 100 points for written and 100 points for the presentation.

X.1 Baseline Advancement Threshold

To advance to the next phase of the procurement process, vendors must achieve a minimum total
score of:

75 points out of 100 (the “Baseline Threshold”)

Only vendors meeting or exceeding the Baseline Threshold will be eligible to advance to:
e Demonstrations and Oral Presentational
e Technical validation

e Best and Final Offer (BAFO), if applicable

Vendors scoring below the Baseline Threshold will be deemed non-competitive and will not
advance further in this procurement process.



3. Establishment of Baseline Threshold

The Baseline Threshold is established to:

Ensure only qualified, responsive, and technically capable vendors proceed
Maintain fairness and competitiveness

Protect SLVECC from advancing materially deficient proposals

Promote efficient use of evaluation resources

The Baseline Threshold represents the minimum acceptable standard of technical, operational,
and organizational capability required to support mission-critical public safety operations.

4. Reservation of Rights

The Salt Lake Valley Emergency Communications Center reserves the right to:

Advance all vendors meeting or exceeding the Baseline Threshold

Advance none if no proposal meets the minimum standard

Request clarifications from vendors prior to final scoring

Adjust scoring for mathematical errors

Reject proposals that are non-responsive or materially non-compliant regardless of point
total

The SLVECC reserves the right to determine that a proposal is technically unacceptable,
regardless of numerical score, if it fails to meet mandatory functional or security requirements.

PART I - WRITTEN SUBMISSION (100
Points)

1.

Functional Capabilities & Al Performance (12 Points)

Includes diversion accuracy, escalation safeguards, human override, ADA compliance,
latency, and voice realism.

Integration & Interoperability (10 Points)

Includes CAD interface capability, bot-generated CAD incident creation if direct
interface unavailable, API flexibility, NG9-1-1 readiness, telephony and recorder
integration.

Security, Compliance & Risk Controls (10 Points)

Includes CJIS compliance, encryption, audit logging, automatic escalation triggers,
outage continuity planning, Al governance controls.

Implementation Capability & Governance (15 Points)

Includes timeline maturity, project methodology, defined responsibilities, risk mitigation.



5. Adoption Strategy & Change Management (15 Points)
Includes structured change framework, stakeholder alignment, frontline adoption
planning.

6. Customer Success Model (12 Points)
Includes CSM assignment, QBR cadence, measurable optimization processes.

7. Customer Success Metrics (10 Points)
Includes diversion rates, false positive/negative tracking, adoption monitoring, ROI
methodology.

8. Reporting & Analytics (6 Points)
Includes dashboards, exportable data, executive reporting.

9. Vendor Public Safety Experience (5 Points)
Includes active PSAP deployments and comparable agency references.

10. Pricing & Total Cost of Ownership (5 Points)
Includes long-term cost transparency, retraining cost protections, data ownership
confirmation.

PART II — LIVE PRESENTATION (100
Points)

Scored on:

e Realistic non-emergency diversion demonstration
o Escalation speed and override functionality

o Latency and conversational realism

e Workflow impact

o Implementation clarity

e Adoption methodology presentation

e Post-launch support framework

e Security and governance fluency

o Public safety operational understanding

e Strategic alignment

13. ADDITIONAL REQUIREMENTS

Vendors must:

e Provide PSAP references

e Allow testing using historical recordings
e Disclose Al architecture

o Demonstrate hallucination mitigation

14. SUBMISSION INSTRUCTIONS



Proposals must be submitted electronically by March 30, 2026.
Late submissions will not be accepted.

15. RESERVATION OF RIGHTS

SLVECC reserves the right to:

e Reject any proposal

e Request clarifications

e Conduct reference interviews
e Require sandbox testing

e Request Best and Final Offer
o Negotiate contract terms

e Cancel this RFP

16. Financial Proposal Negotiation & Award
Contingency

Final pricing, terms, and contractual conditions shall be subject to negotiation following the
completion of the evaluation process and vendor selection.

The Salt Lake Valley Emergency Communications Center reserves the right to enter into good
faith negotiations with the highest-ranked vendor to finalize scope, pricing structure,
implementation costs, ongoing support fees, and contractual terms deemed to be in the best
interest of the agency.

If negotiations with the highest-ranked vendor do not result in a mutually acceptable agreement
within a timeframe determined by the Center, the Center reserves the right, at its sole discretion,
to formally terminate negotiations and initiate negotiations with the next highest-ranked vendor
without the need to reissue the RFP.

Nothing in this RFP obligates the Center to award a contract, to complete negotiations with any
respondent, or to select the lowest-cost proposal. Award determination shall be based on best
value, as determined by the Center.



