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EXECUTIVE SUMMARY 
Solution Overview 
Carahsoft understands that the County of Dupage is seeking a Survey and Data Analysis System. As the 
Prime Contractor, Carahsoft has assembled a team for the initiative that includes our Solution Provider, 
Qualtrics, as the best solution to meet County’s requirements.  
 
Prime Contractor: Carahsoft Technology Corp. 
Carahsoft Technology Corp. is The Trusted Government IT Solutions Provider®. As the Master 
Government Aggregator® and Distributer for our vendor partners, we deliver solutions for Cybersecurity, 
MultiCloud, DevSecOps, Big Data, Artificial Intelligence, Open Source, Customer Experience and more. 
Working with resellers, systems integrators MSPs and consultants, our sales and marketing teams provide 
industry leading IT products, services, and training through hundreds of contracts. Founded in 2004, 
Carahsoft is headquartered in Reston, Virginia and employs more than 3,200 professionals dedicated to 
serving our Public Sector and Healthcare customers and partners. 
 
Vendor and Partner Relationships – In addition to establishing strategic, long-term relationships with the 
industry’s leading manufacturers, our partner ecosystem encompasses more than 3,000+ government 
contractors, resellers, and integrators who we support and enable with an entire suite of value-added 
opportunities that run the gamut from training/certification and pre-sales support to lead generation and 
business development.  
 
Proven Execution – Carahsoft has deep expertise in government contracting and procurement. We 
manage and maintain a wide variety of government-wide and agency-specific purchasing contract vehicles 
and purchasing agreements for agencies at the state, local, and federal levels. As a result, we now serve 
as the largest government partner for the majority of our vendors, who have also entrusted other major 
aspects of their businesses to Carahsoft including partner enablement, commercial sales, renewals and 
upsell, and help desk services. 
 
Contract Vehicles – Since 2004, Carahsoft has acquired and maintained a wide variety of purchasing 
contract vehicles for agencies at all levels of government. Associated with all contracts are dedicated and 
experienced contract management resources. A list of available contracts can be found at 
www.carahsoft.com/contracts/index.php. 
 
Growth & Stability – A stable, conservative, and profitable company, 
Carahsoft has demonstrated impressive growth year after year, with 
annual revenue of $3.4 million in our first year in 2004 to over $16.4 
billion in 2023. In a single month, September of 2023, our team of 
dedicated, highly trained marketing, sales, contracting, and business 
operations experts processed 21,564 orders worth more than $2.9 
billion. 
 
Awards and Industry Recognition – Carahsoft receives awards for 
our excellent performance yearly. For more information on the hundreds of awards we have received 
please visit our website at https://www.carahsoft.com/awards 
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Solution Provider: Qualtrics  
Experiences matter more than ever as citizens and residents increasingly compare government services 
and operations to those of the largest consumer brands with which they routinely interact. Increasing public 
expectations for digital capabilities and services are placing pressure on governments to accelerate the 
transformation of services and operations in line with those with commercial organizations. With Experience 
Management (XM), the discipline of tracking, measuring, analyzing, and improving any interaction 
stakeholders have with an organization, governments have a historic opportunity to: 
 Drive Modernization: Progress government journeys to modernize services and operations by 

digitizing public services and enabling seamless interactions with your stakeholders 
 Increase Public Engagement: Build trust by continuously gathering public insight to remedy 

existing public program shortcomings and co-create programs and initiatives that meet the most 
pressing needs 

 Attract and Retain the Best Employees: Continually measure and analyze employee feedback 
across the entire lifecycle to identify and take action on drivers of engagement, satisfaction, and 
inclusion 

 Enhance Service to Your Consituents: Better serve communities by building public feedback 
into the design of policies, programs, and services; and providing the right data to the right leaders 
to make informed decisions that improve stakeholder experiences and public outcomes 
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FIRM QUALIFICATIONS 
Provide a statement that portrays the firm’s qualifications in relation to the Scope of Services. The response 
should include the following: 

a) A summary of the firm’s general qualifications including specific disciplines represented that are 
applicable to the proposed work, number of employees, office locations, etc. 
Qualtrics Experience Management, XM helps future-proof your organization by embedding agility 
into the way you operate. It starts with gathering the right kind of data, across every key point in the 
stakeholder journey, at regular intervals and across channels, to build a holistic picture of what is 
driving experiences. These data collection and listening capabilities must then be combined with a 
system and technology of action that can separate signal from noise, integrate with other systems 
of record, and provides you with the feedback and analysis that make this experience data 
meaningful and enable your organization to clearly understand how the experiences of all of your 
stakeholders impact your key operational metrics. With XM, you can create a culture of action, 
where your agency is empowered to de-risk critical decisions by understanding operational data 
and the employee and community needs behind it. 
 
With our purpose-built experience management platform, expertise from more than 5,000 
employees and hundreds of I/O Psychologists, and numerous offices across the globe, (Qualtrics 
XM), DuPage County, from one streamlined platform, will be able to: 

  

Listen + Remember 
Capture and store feedback from 

citizens/residents, employees, 
visitors, and other stakeholders at 

every touchpoint in a single, 
centralized system 

Process + Understand 
Powerful, predictive analytics 

make sense of your entire dataset 
and proactively recommend the 

next actions to take 

Build a Culture of Action 
Intelligent, customizable 

workflows automatically alert the 
right people and trigger actions in 

every part of the organization 

  
By partnering with us, DuPage County will be enabled with real-time, impactful insights to drive 
improvement and produce positive outcomes across the organization, including: 
 

 
   

 

Increased public 
trust 

Data-driven policies 
and programs 

Meeting or 
exceeding budget 

goals 

Reduced risk Improved employee 
morale 

 
b) An outline of the firm’s depth and breadth to carry out the scope and the extent of the work 

required, especially that of the project lead. 
Qualtrics was founded in 2002 with a belief that we could revolutionize the way people did 
research. In March 2017, we declared our vision for how future industry leaders will measure the 
strength of their organization: experience management. We unveiled Qualtrics Experience 
Management (XM), a revolutionary software that allows organizations to tie all of their customer, 
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employee, brand, and product experience research together with operational data to direct their 
trajectory. 
 
Today, Qualtrics serves more than 20,000 enterprises worldwide, more than 88% of the Fortune 
100, 99 of the top 100 US business schools, and over 800 government organizations. Some of our 
government clients include: 

 
Our platform collects over 3 billion responses annually in support of customer, employee, product, 
brand, and every other kind of research. Our client’s partner with us not only because of our 
industry-leading technology, but because of the innovations our nearly 1000 technical staff are 
adding to the platform daily to save organizations time, money, and help them do research and 
analysis to understand experiences scale. 
 
Furthermore, other vendors provide minimal visibility into what drives program costs and what 
future development/expansion costs look like. The pain is often experienced after the initial 
contract is signed when unbudgeted fees are added to account for program changes (e.g. 
dashboards, closed-loop, hierarchies—both simple and complex changes). With Qualtrics, DuPage 
County can add as many surveys, dashboards, touchpoints, etc. as needed without worrying about 
unknown program costs. 
 
Among various awards, Qualtrics is recognized as the leader in experience management by 
Gartner. Gartner is a technological research and consulting firm that is well-known for providing 
meaningful data, insights, and overviews on the IT industry. 
 
Qualtrics is also accessible in 75+ languages and follows the latest WCAG accessibility guidelines 
ensuring equitable opportunity to listen to all constituents. 
 

c) Main attributes that differentiate your firm from other competitors. 
Qualtrics provides customers with 3 key areas to enable organizations identify the root cause of 
broken experiences, use focus areas to make improvements, and set expectations for agency-wide 
success. 

Hennepin County  Milwaukee County  
The Chickasaw Nation City of Miami 
City of Houston Virginia Dept. of Social Services 
LA County Public Health State of Utah 
Ventura County California Dept. of General Services 
Dallas County Health and Human Services Sacramento County 
Florida Dept. of Children and Families State of Missouri 
Seattle Dept. of Education and Early Learning Winnebago County  
Oakland County State of Nebraska 
State of Iowa Colorado Dept. of Transportation 
Maricopa County  Ottawa County  
Kent County …and many more 
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1. Ultimate Listening Engine. Gather direct, indirect, and ambient experience data across 
any channel. They could be traditional channels like email surveys, SMS, mobile apps or 
indirect channels like social listening, online reviews, in-app intercepts, call center 
transcripts, or even conversational interfaces like chatbots. Ambient or behavioral data are 
also ingested to give Qualtrics the ability to sense that something is going wrong with an 
experience. We enable over 130 listening channels so you can build a complete picture of 
your customer experience. 

2. Intelligence & Analytics. Advanced voice and text analytics allow you to parse through 
millions of rows of open text to collect topic and sentiment by channel. Built-in stats 
analytics allow you to conduct advanced correlations, regressions, clustering, or other 
forms of descriptive, prescriptive, and predictive analytics—literally at the click of a button, 
while other providers require data exports to BI team or professional services to conduct 
this level of advanced statistical analysis. 

3. Actions & Workflows. Our no-code workflow orchestration engine helps automate any 
task both within Qualtrics and between your operational systems. A low customer 
satisfaction score task can trigger a ticket in a closed-loop ticketing system. Poor call 
center interactions are escalated to the right owners, depending on the topic and sentiment 
of the conversations. With built-in templates, you can easily automate 40+ workflows into 
your CRM, marketing automation, ticketing, or any other business system. 
 

d) Relevant previous experience with public sector entities. 
Qualtrics CX goes beyond simply measuring satisfaction. Our solutions, designed by industry 
experts, can help you use those measurements to put the customer at the center of agency 
decisions. 
 
Our work with hundreds of federal, state, local, and tribal governments enables us to surface 
insights on the unique experiences of diverse populations. State and local agencies such as City of 
Chicago, Lake County (IL), Winnebago County (IL), Cook County (IL), Los Angeles County, State 
of Illinois, and more are using Qualtrics to improve citizen engagement and manage service 
improvements. 
 

e) Provide copy of Business License, Tax ID and any significant certification document supporting 
your firm’s expertise. 
Carahsoft’s FEIN (Tax ID): 52-2189693 
For more information on our firm please see the Executive Summary section listed above.  
 
Qualtrics EIN: 454964116 
Additional information is available here: https://www.qualtrics.com/evidence-of-insurance/  
 
Please see a copy of our Carahsoft Business License on the following page. 
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KEY QUALIFICATIONS 
Provide a statement that portrays the firm’s engagement team qualifications in relation to the Scope of 
Services. The response should include the following: 

a) Background and credentials profile for the team and sub-consultants (if used) that would be 
assigned to the DuPage County account, including name, position/title, location, years of industry 
experience, years with firm and number of clients currently assigned. 
Engagement Manager: Experienced project manager who acts as a single point of contact 
throughout implementation. The Engagement Manager is accountable for the following activities:  
 Project coordination including project plans and resource allocation 
 Establishes and drives program governance to ensure transparent communication and 

consistent decision-making between Qualtrics, DuPage County, and program stakeholders 
 Leading core project management activities including status reporting, risk management, 

escalations, and quality assurance 
 Overall success of program delivery and solution handover 

 
Technology Consultant: An implementation-focused resource with experience delivering multiple 
XM programs and collaborating across Qualtrics services.  
 Configures and tests survey, dashboards, actions/closed loop ticketing follow-up, standard 

integrations, and any other non-custom product features. 
 Provides program-specific inputs for training and change management design 

 
XM Success Manager: 5-10+ years professional experience, master’s degree, Qualtrics XM 
trained and certified. The XM Success Manager is responsible for the ongoing relationship 
management, during and after implementation, managing 20-30 accounts.  
 Primary ongoing relationship owner & contact 
 Program health monitoring and stakeholder management 
 Day-to-day “ask me anything” resource for all things Qualtrics 
 Consults on long-term program maturity 
 Shares Qualtrics' principles and best practices for effective research 
 Issue escalation and resolution management point of contact 
 Conducts regular business reviews and mobilizes additional Qualtrics resources 
 Typical client response time is within one business day 

 
Account Executives: Responsible for managing the account health and relationship, roughly a 
book of 20 accounts. They ensure Dupage County key stakeholders’ needs are met and act as a 
conduit into the broader Qualtrics ecosystem including the partner network, fellow customers, 
industry experts, and product teams. 

 
b) Areas of expertise of each officer. 

Each role has a depth and breadth of experience and expertise in survey design, implementation, 
customer experience for government, and best-in-class recommendations on designing, 
implementing, and building a CX program. Additionally, DuPage will have access to a robust 
government client community, purpose-built and pre-designed survey solutions, and access to 
numerous Qualtrics industry experts. 
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c) Communications skills – Interaction with staff and participants. 
Typically implementation will meet weekly with the client during the 5–6-week process. Trainings 
are recorded for future reference.  
 
Customer Success and Account Executives are available on an ad hoc basis, per client needs, but 
generally will meet with clients at least monthly to discuss objectives and ensure program is 
working to their needs. This is included in the service level. 
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PROJECT UNDERSTANDING 
Describe your firm’s interest, understanding and approach to providing services for this engagement, 
including a schedule for accomplishing the project. 

a) Describe the ongoing management for your services. 
Post-Implementation Support Team: Qualtrics' XM Success Manager will work as Dupage 
County's single point of contact to ensure that the County team has everything it needs from 
Qualtrics, as well as provide guidance and best practices. Team calls can take place on a regular 
basis with the frequency depending on the County's program needs and project scope. Topics will 
include user account administration, product or functionality releases, program methodology, and 
more. Your XM Success Manager can also arrange to bring on additional resources, such as 
consultants, XM Scientists, professional services engineers, etc. as your program grows and 
evolves. This flexibility to bring a team together and expand/grow/pivot a program in a short time 
frame is a key benefit of partnering with Qualtrics. Our platform is built to grow and evolve with you, 
and our services are no different. 
 

b) Provide a list of performance metric guarantees that you provide. 
Qualtrics has over 20,000 clients that have collectively sent out billions of surveys. Our platform is 
built to scale, and we anticipate being able to manage whatever volume of surveys DuPage County 
deems necessary. Qualtrics’ solution is designed to scale easily. On average 3.5-4.5 million survey 
responses are collected each week. We have handled spikes in demand (i.e., where a single 
survey collected one million responses in 24 hours) without incident. There is no limit to the 
number of survey questions, users or responses that can be handled within Qualtrics. There are 
Qualtrics customers running analysis on upwards of 500 million records in a single view. Survey 
delivery and response collection are the most demanding portions of our core platform from both a 
performance and scalability perspective. As a result, we test these components aggressively for 
large-scale and high performance. 
 

c) Provide sample incident reports. 
Information on IR/DR and security is available here: 
https://www.qualtrics.com/trust-center/ 
 

d) Provide proposed procedures for internal problem escalation and their process for notifying the 
County in the event of a problem. 
Complaint Resolution & Escalation Process: We will work with the County during the outset of 
the project to define an escalation path. We will assign an issue the appropriate level of severity 
and communicate that severity level to the County. The Qualtrics XM Success Manager or 
customer support will own dispute resolution and will interface directly with any of the involved 
departments/roles within Qualtrics to ensure the County’s needs are met. 
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ATTACHMENTS 
Limitations on the Authority of the County of DuPage to Contract 
Please see our completed Limitations on the Authority of the County of DuPage to Contract on the following 
page. 
 
Proposal Form 
Please see our completed Proposal Form on the following page. 
 
Vendor Ethics Disclosure Statement 
Please see our completed Vendor Ethics Disclosure Statement on the following page. 
 
W-9 
Please see our completed W-9 on the following page. 
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Limitations on the Authority of the County of DuPage to Contract 
The County of DuPage (“County”) is a non-home rule unit of local government under the Constitution and laws of the State of Illinois. Pursuant 
to Section 7 of Article VII of the Illinois Constitution of 1970, counties and municipalities which are not home rule units have only the powers 
granted to them by law and the powers set forth in the state constitution. Accordingly, and unlike Cook County and many of Illinois’s larger 
municipalities, every action DuPage County takes must be tied to a specific constitutional or statutory grant of authority or be necessarily inferred 
from that specifically granted authority. Any action the County takes in excess of that authority is ultra vires and void ab initio as a matter of law. 

During the course of the procurement process, vendors frequently provide standard form contracts or propose exceptions that contain terms 
which, though commercially reasonable in a particular industry, are outside of the County’s authority to agree to. The most common areas of 
conflict involve proposed provisions that require the County to provide a vendor with an indemnity, exclude the state’s attorney’s participation in 
the selection and control of outside counsel, or provide for more aggressive payment and interest terms than are permitted by law. 

Indemnification  

DuPage County has no authority to provide an indemnity to a vendor. As noted above, the County has only those powers conferred by the 
Illinois Constitution or state law or which can be necessarily inferred from those powers. While state law does require the County to indemnify its 
officers and employees and authorizes it to indemnify a limited number of other governmental entities, the legislature has not authorized counties 
to indemnify private vendors. Moreover, the Illinois Constitution requires that all expenditures of public funds be for public purposes. In an 
indemnity agreement, the indemnifying party agrees to be liable for the costs associated with the defense of the other party. If the indemnified 
party is not a public entity, then an indemnification agreement would impermissibly require an expenditure of public funds the benefit of that 
private party and not for the public. Finally, an indemnity contract is an extension of the public credit and an agreement to undertake a liability. 
Such an extension of credit requires an appropriation for that purpose sufficient to cover the obligation at the time of contract formation. 

Choice of Counsel, Waiver of Defenses  

Under Illinois law, the state’s attorney shall “defend all actions and proceedings brought against his county.” Historical and judicial precedents 
along with various opinions of Illinois’s attorneys general, interpret this language to mean that the state’s attorney is the exclusive legal 
representative of his county. The state’s attorney will generally appoint any attorney recommended to him by an indemnifying party or its 
insurance carrier who meets his approval as a “special” assistant state’s attorney for the purposes of the litigation. While the state’s attorney must 
retain the right to approve outside counsel and control the litigation, he will not interfere unreasonably with the indemnifying party’s attorney 
selection or legal strategy (or those of its insurance carrier). The County has no authority to retain or permit counsel to represent its interests nor 
can it contract away the duties of the state’s attorney. For this reason, the County also cannot contractually waive any defenses, privileges or 
immunities which may be available to it in litigation. 

Payment Terms  

The provisions of the Local Government Prompt Payment Act, 50 ILCS 505/1 et. seq. apply to all purchases made by DuPage County. 
The Act provides that the County must approve or disapprove of an invoice for goods or services within 30 days of the presentation of the invoice 
or delivery of the goods or services – whichever is later. The County then has 30 days after approval to pay any portion of the invoice which it 
has not disapproved. Interest, when permitted under the Act, accrues on a monthly basis at 1%. While the County may not offer payment or 
interest terms which are more generous to the vendor than authorized by the Act, the parties may agree to provide an incentive for more rapid 
payments.  

The above list is not exhaustive, but it does address the most common areas of concern during the contract negotiation phase. Accordingly, all 
prospective offerors are on notice that the County is without the authority to accept nor will it respond to any exceptions which purport 
to impose a duty on the County to indemnify a vendor, abridge the duties of the state’s attorney, waive any legal privilege, defense, or 
immunity available to it, or obligate it to payment and interest terms other than as permitted by the Local Government Prompt Payment 
Act. Further all prospective offerors are on notice that any such provision in any standard form contract is unenforceable and void as 
a matter of law whether or not approved by the County. 

Please acknowledge your Acceptance of the Limitations on the Authority of the County of DuPage to Contract as stated above.  Your 
signature below shall establish your consent to a contract subject to such limitation on the County’s authority to contract.  This page 
must also be incorporated as an exhibit to any contract the County will be asked to sign. 

ACCEPTANCE 
Receipt of the above ACCEPTANCE is hereby acknowledged by: 

___________________________________________________ 
                                         (Contractor) 

This _______ day of _____________________________, 2024 

 

Title: ______________________________________________ 

  

Carahsoft Technology Corp.

Natalie LeMay, State & Local Contracts Manager

9 May
Signature on File
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IN SUMMARY 
 
Carahsoft Technology Corporation and Qualtrics appreciate the opportunity to offer this solution for 
County’s initiative. 
 
The Carahsoft Team has proposed a superior and cost-effective solution that fully complies with County’s 
requirements set forth in Survey and Data Analysis System Solicitation Number: 24-049-CS. We 
understand the importance of your project goals, and we are confident you will benefit from this solution 
and our expertise. 
  
Carahsoft looks forward to the opportunity to speak with you regarding the details of this proposal, as well 
as the opportunity to work with County of Dupage on this project. 




