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EXHIBIT A 

SCOPE OF SERVICES 

The Scope of Services is to be used as a general guide and is not intended to be a complete list of all 
work necessary to complete the project. 

Firms responding to the RFP shall be prepared to deliver services and perform the work necessary to 
develop and deploy the systems modifications, software products and training support within one month 
of the issuance of a contract. They should be ready to convert the data from the City’s current vendor 
to their system immediately after the contract expires on September 30, 2018 and be fully
operational no later than September 25, 2018 including online systems and with all the
applicable forms for taxpayer use. 

The Contractor will  be  responsible  for  doing  all  the  necessary  work  to  prepare  for  the  transfer 
or conversion of all the City’s Business Tax accounts from the current vendor into their system 
and should be prepared to commence Business Tax Administration Services by September 25, 2018.

The Contractor selected to administer the City’s Business Tax Ordinance will provide the City access to 
the Contractor’s own Business Tax database/software at no additional cost. The City will not be 
required to maintain any in-house administration database or software for managing Business Tax 
Certificates. 

The contractor is responsible for  all  the  associated  costs  of  services  and  supplies  in  performing 
the scope of services stated  below.  The  following  are  work  tasks  assumed  necessary  to 
effectively administer the City’s Business Tax Ordinance. 

TAX ADMINISTRATION 

• Application and Renewal Processing

• Contractor shall be responsible for all activities related to new business and annual
renewal application processing, including but not limited to: printing and mailing renewal
applications, processing completed applications, accepting and processing payments,
and generating and mailing business tax certificates, including any necessary follow-up
work.

• Contractor will send out individualized renewal applications to all known taxpayers the
first working day of January every year.

• Taxpayers will submit applications and payments to a Post Office box that will be used
only for Santa Rosa Business Tax mail. Preference is that it is a Santa Rosa Post Office
Box and not one from a private mail center such as a UPS Store. Preference is for
contractor to continue using the current Post Office Box for continuity.

• Contractor will provide a secure and ADA compliant website, for taxpayers choosing to
complete their new applications or renewals and make payments online. Preference is
for the contractor to have a system where a taxpayer, new or renewal, can pay for
multiple tax years. Preference is for the contractor to provide taxpayers with a mobile
friendly website or app. Contractor must provide the City with their backup plan if their
website or phone system becomes inoperable.

• Contractor shall review and verify all new applications and renewals and establish a
process to ensure City’s requirements are met by the applicant. Contractor must ensure
that there is no duplication of tax certificates being issued and prior year tax
delinquencies are identified and paid.

• Contractor must review all new applications to ensure that tax payment is required from
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the business, that new account is properly set-up with correct tax category assigned 
and correct information inputted and to determine if there’s a need to open multiple 
accounts if business is taxable under different tax rates or at different locations. 

• Contractor must have a system in place in processing all renewals to review significant
changes in gross receipts declared, and follow-up accordingly.

• Business Tax Certificate Numbers should not change every year and should be in
sequential order. Preference is for Contractor to use the previous Business Tax
Certificate Number issued by the City starting January 2019 and assign corresponding
certificate numbers in sequential order from active accounts that started after October
2013.

• Contractor will insert a 1/3 sheet Utility Users Tax Notice to all renewal and certificate
mailings at no additional cost to the City.

• Delinquent Accounts

• For taxpayers who do not return their annual renewal form, Contractor will send a
minimum of three additional notices to all delinquent accounts in conjunction with an
automated call and make a minimum of one follow up phone call by a representative.
To the extent these efforts do not result in taxpayer compliance, the City wants to see
a detailed plan on how Contractor will handle delinquent accounts as a requirement to
be submitted with this RFP.

• By the 10th of every month and upon request by the City at any time, Contractor will
provide a list of all delinquent taxpayers in an Excel format that can used by the City.

• In the event the Contractor’s collection efforts result in reasonable evidence that the
business has moved outside city limits, been closed, or is no longer required to comply
with the City’s Business Tax Ordinance, such as the business not responding to any
notices or calls or the Contractor receiving returned mail or phone number
disconnected, the Contractor shall take necessary steps to close the account and
collect any final tax payments due.

• Collecting, Posting and Processing Payments

• It is expected that the Contractor shall process all Business Tax payments for new and
renewal applications upon receipt and that Tax Certificates are mailed out as soon as
possible but no more than 30 days from receipt of payment during renewal period and
within 2 weeks outside renewal period.

• Contractor will collect any necessary City and/or State fees and any new local
assessments that are enacted in the future.

• Business Tax accounts must be updated with payment information immediately and
revenue needs to be submitted to the City via electronic deposit no less than a weekly
basis and more often during renewal season.

• The Contractor will provide a detailed backup report using generally accepted
accounting principles to the City along with each deposit to ensure compliance with City
auditor requirements.

• For taxpayers who do not remit payment with their application or whose check is not
honored by the bank (NSF check) or credit card charge disputed, Contractor will send
at least two (2) additional notices and make one (1) follow up phone call in an effort to
bring the taxpayer into compliance.

• The Contractor will review and process taxpayer requests for refunds according to City
Ordinance and State Law. Barring any special circumstances, refunds must be
reviewed, processed and issued (or letter of denial sent) to taxpayers within 30 days of
receipt of the taxpayer’s request.

• Taxpayer Communications

• Contractor will handle all taxpayer communications and customer service, including but
not limited to: general business tax questions, account inquiries, application or renewal
questions, tax exemption questions, business category disputes, payment   questions,
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requests for non-confidential information, and complaint resolution. 

• A toll-free number must be provided to taxpayers and will be answered by the
Contractor during normal business hours (Monday-Friday, 8:00am to 5:00pm, Pacific
Standard Time). Taxpayers must also be able to reach the Contractor by email, mail or
fax.

• During renewal season, Contractor is expected to provide additional resources in
handling an increased volume of calls, correspondence and payments.

• Overall, Contractor must respond to all taxpayer questions as soon as possible such as
by return phone call within the same day or written correspondence/email/fax within one
week from receipt. All contact with the taxpayer must be documented by the Contractor
and all written or electronic correspondence must be saved, accessible to view via
vendor provided online account access or available to the City upon request with a
turnaround of one business day.

• All standard correspondence templates and mass mailing letters and forms, including
inserts, are subject to City approval.

• Reporting and Access to Data

• Contractor will provide statistical reports with Business Tax data to the City no less than
a monthly basis and upon request.

• Contractor will note and update Business Tax accounts as needed with all pertinent
information about every customer contact or with any mailing to or from the customer.

• Contractor will provide City with direct access to Contractor’s database, including but
not limited to: payment history with dates, amounts and details, and all account history,
including notes section which must include all contact between Contractor and
Taxpayer, to ensure the City has access to the most accurate and up to date
information.

• It is preferred that Contractor will provide City with the ability to note taxpayer accounts
with pertinent information.

• Contractor will provide City with the ability to extract data from the Contractor’s
database, or request the data with a turnaround of one business day.

• Contractor will provide the City the ability to view taxpayer applications and renewals
through the Contractor’s database, or request a copy with a turnaround of one business
day.

DISCOVERY SERVICE 

• The Contractor must provide a continuing lead-detection and discovery service designed to
identify business entities subject to the City’s local business tax that are not properly
registered with the City, or otherwise not reporting business taxes to City. In performing this
discovery service, Contractor shall:

• City requires a list of sources to be submitted with this RFP that Contractor will use to
search for non-compliant businesses. This list should be updated with the City semi- 
annually.

• Establish a comprehensive inventory of the entities from each source that may be
subject to the City’s local business tax and determine the database elements needed to
facilitate a comparative analysis with City’s records of those entities that are properly
registered to identify potential non-reporting and non-registered entities subject to the
City’s business tax.

• Send notice to and assist each confirmed unregistered or non-reporting entity, as
necessary, to complete City’s applicable registration form(s) and determine the amount
of tax due for current and prior periods (plus applicable interest and penalties, where
appropriate).
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• Invoice entity (including supporting documentation) on behalf of City for the amount of
identified deficiencies, with payment to be remitted to Contractor. The Contractor must
perform any necessary follow-up work in getting business to comply.

• Educate taxpayers regarding City’s reporting requirements to prevent recurring
deficiencies in future years.

• To the extent these efforts do not result in taxpayer compliance, the City wants to see a
detailed plan on how Contractor will handle non-compliant accounts as a requirement
to be submitted with this RFP.

AUDIT SERVICE 

• The audit service portion of the contract is intended to identify businesses that may be under- 
reporting their gross receipts and not paying the appropriate amount of business tax to the
City. In performing the audit service, the Contractor shall:

• Identify potential gross receipts under-reporting or misclassified businesses by
comparing City records with applicable data derived from various sources utilized by
the Contractor (example: sales tax data) following audit principles.

• Aside from misclassifications, Contractor must also audit if business should be paying
tax under two or more tax categories (example: car dealership with sales and service
only having a retail tax certificate).

• For potential under-reporting businesses identified, obtain authorization from the City to
conduct a review of the taxpayer’s financial records and determine the appropriate
amount due.

• Invoice the business on behalf of the City for any identified deficiencies.

• Educate the taxpayer regarding the City’s reporting requirements to ensure proper
reporting for future years.

• Account audits should be conducted at least once per year to assess taxpayer
compliance.

• The City wants to see a detailed plan on how contractor will perform other types of
audits where the ultimate result is fair compliance to the Business Tax Ordinance
and/or generating additional revenue to the City.

In addition to the requirements listed above, the Contractor will also be responsible for: 

• Maintaining confidentiality on all taxpayer accounts and comply with the California Public
Records Act.

• Maintaining separate files for each account for audit purposes.

• Maintaining a disaster recovery plan to protect the City’s receivables and the confidentiality of
the information contained therein.

• Immediately returning all taxpayer data upon termination of contract by any party. Taxpayer
data must be provided in a commonly used format that can be easily transferred to another
software application. In the event of such termination, all monies collected for the City of
Santa Rosa by Contractor shall be forwarded to the City within 30 days together with a
detailed accounting of records.

• Performing any regulatory work as required by City Code or State and Federal Law.

• Maintaining a Business Directory of all taxpayers in Santa Rosa that have been issued a
current Business Tax Certificate. The directory will contain non-confidential business
information and will be published online for the public to access. Information should include
business name, business location, tax category, business email, and business website (if



Page 5 of 5 

business categorized itself as a Home Occupation, the business location should be “Home 
Occupation” instead of actual business location). During the renewal period, including any 
grace period approved, the directory should include all certificate holders from the previous tax 
year. 

• Annually, the Contractor must provide a report to the City with feedback and recommendations
regarding the City’s Business Tax Ordinance and current policies and procedures. Any
recommendations for changes to the Business Tax Ordinance or to policies and procedures
should also include an explanation of why the City would benefit from said changes.
Contractor is expected to inform the City in a timely manner of any proposed or approved
legislation that impacts the City’s Business Tax Ordinance.






















































