RFP-16-026
ATTACHMENT H
Furniture RFP Performance Standards
1. Areas of Non-Compliance

A. Non-compliance with General Contract Provisions 

The State monitors certain quality and performance standards, and holds the Contractor accountable for delivering the scope of work and being in compliance with contract terms. The State accomplishes this by working collaboratively with the Contractor to maintain and improve programs, and not to impair Contractor stability. The State may enforce any of the remedies listed in Section 2 of this Attachment if the Contractor is non-compliant with the contract.

B. Non-compliance with Reporting Requirements

Reports submitted incorrectly or not delivered complete, on time, and in the correct reporting formats constitute contractual non-compliance, as defined in Section 1.4.3 of the RFP document and the State may require corrective action(s) as described in this Attachment.  The State may change the frequency of required reports, or may require additional reports, at the State’s reasonable discretion.
C. Non-compliance with Service Level Agreements (SLAs)
The State has developed a set of SLAs through performance metrics defined in the section below.  The Respondent will need to agree to meet or exceed in order to be in good standing on the contract. All pricing submitted through the Cost Proposal will need to reflect these SLAs. The Respondent will be scored on their ability to commit to meeting and exceeding these minimum SLA’s. The SLAs will be reviewed quarterly by the State contract manager to identify any issues requiring immediate attention from the State and Vendor.

2. Performance Metrics
Metric #1: Catalog System “Up Time”

A. Contractor shall ensure compliance on metric regarding percentage of the system is accessible during business hours fulfills target.
B. The Contractor shall monitor and report on a Quarterly basis the metric based on time the system is available / Time the business is open.

· Performance Standard:  98.0%

C. The target:  100%

Metric #2: Delivery Cycle Time Turnaround 

A. Contractor shall ensure compliance on metric regarding the delivery cycle turnaround for stocked products is within 2 business day of order submission.    

B. The Contractor shall monitor and report on a Quarterly basis the metric based on  the calculation of delivery from the date of order receipt to the date when the product is physically onsite with the customer by next business day, provided the product is ordered by the Ordering Agency by 5:00pm local time.  Order date and timestamp compared to the delivery proof of desktop delivery at customer’s office. 

· Performance Standard:  Two business days
C. The target:  Two business days 

Metric #3: Report Turnaround 

A. Contractor shall ensure compliance on metric regarding the report turnaround is provided by (2) business days from the date of request.     

B. The Contractor shall monitor and report on a Quarterly basis the metric based on the calculation of report turnaround from the completion of reports provided according to number of business days taken to provide.  

· Performance Standard:  By (2) Business Days

C. The target:  By (1) Business Day 

Metric #4: Ad hoc Report Turnaround 

A. Contractor shall ensure compliance on metric regarding the report turnaround is provided by (5) business days from the date of request.     

B. The Contractor shall monitor and report on a Quarterly basis the metric based on the calculation of report turnaround from the completion of reports provided according to number of business days taken to provide.  

· Performance Standard:  By (5) Business Days

C. The target:  By (3) Business Day 

Metric #5: Problem Resolution Time 

A. Contractor shall ensure compliance on metric regarding percentage resolution time where the customer inquiry resolution time shall be resolved within one interaction with the Contractor’s Customer Service Call Center.

B. The Contractor shall monitor and report on a Quarterly basis the metric based from the # of times the using entity calls Customer Service for assistance, subtracting the number of attempts it takes for resolution.   

· Performance Standard:  98.0%

C. The target:  100.0%

Metric #6: Average Speed of Answer 

A. Contractor shall ensure compliance on metric regarding the average number of time a using entity waits before the call is answered by the Customer Service Call Center.  

B. The Contractor shall monitor and report on a Quarterly basis the metric based from the time the using entity completes dialing and reaches the Customer Service Call Center language to when the using entity speaks with a live Call Center agent. 

· Performance Standard:  Less than 16 seconds 

C. The target:  Less than 10 seconds 

Metric #7: Pricing Accuracy 

A. Contractor shall ensure compliance on metric regarding percentage where pricing must be accurate as reflected in Contract Pricing Model.  

B. The Contractor shall monitor and report on a Quarterly basis the metric based from providing a reporting model to reflect invoiced price less the Contract Pricing Model referenced in Exhibit A, B, and C contractual pricing.  Invoice documentation to be provided for validation purposes. 

· Performance Standard:  100.0%

C. The target:  100.0%

Metric #8: Invoice Correction Turnaround 

A. Contractor shall ensure compliance on metric regarding the invoice correction turnaround is provided (1) Business Day from error identified.  Invoices must be accurate.  The accuracy of the information provided on the using entity invoice.

B. The Contractor shall monitor and report on a Quarterly basis the metric to Provide reporting model to reflect using entity notification date of invoice error less the date from Contractor supplying corrected invoice.  Before and After Invoice documentation to be provided for validation purposes.   

· Performance Standard:  (1) Business Day from error identified  

C. The target:  Same Business Day from error identified

Metric #9: Consistent and Reliable Service

A. The Contractor provides consistent and reliable service.  (Answering question:  How consistent and reliable is the service the Contractor is providing?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #10: Responsiveness

A. Responsiveness of customer service.  (Answering question:  How responsive is the Contractor Program service on issues, when applicable?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #11: Professionalism 

A. Professionalism of employees (Answering question: How would you rate the professionalism of the employees at the Contractor and the subcontracted Contractor partners?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #12: Product Delivery 

A. Product Delivery (Answering question:  How would you rate the Contractor agreement product delivery?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #13: Catalog Punch-Out Ease of Use 

A. Project timeline achievement (Answering question: How would you rate the Contractor agreement Catalog Punch-out ease of use?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #14: Invoice Accuracy 

A. Invoice Accuracy (Answering question: How would you rate the Contractor agreement Invoice Accuracy?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #15: Overall Employee Customer Support satisfaction 

A. Rating the overall employee customer support satisfaction (Answering question: Overall, are you satisfied with the employees that support the Contractor agreement?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #16: Compared to prior vendors, rate Product Quality 

A. Product Quality rating compared to previous contractors (Answering question: Compared to prior vendors, how would you rate the Contractor agreement product quality?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #17: Compared to prior vendors, rate Customer Service 

A. Customer Service rating compared to previous contractors (Answering question: Compared to prior vendors, how would you rate the Contractor agreement customer service?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations.

Metric #18: Company Recommendation

A. Recommendation (Answering question: How likely are you to recommend the Contractor agreement to other departments/people you know?)
B. Upon the State’s written request, but no more than once per quarter, the Contractor shall conduct surveys with the Key Agency associates at each Using Agency site; in review of the scope provided by the Contractor.  These surveys will have a scale range from 1 to 7 as follows:

· 1=Never Meets Expectations

· 2= Rarely Meets Expectation

· 3=Sometimes Meets Expectations

· 4=Meets Expectations

· 5=Sometimes Exceeds Expectations

· 6=Frequently Exceeds Expectations 

· 7=Always Exceeds Expectations.

C. The target:  100% of returned responses with a minimum rating of 4=Meets Expectations
The Contractor will be allowed a sixty (60) day grace period during the implementation phase of the contract to ramp up services, without scoring on the performance metrics above. After the sixty (60) day grace period, tracking of each of the above performance metrics should begin, and the first report shall be due to the State contract manager one (1) month after the grace period ends. Once a final scorecard, which will include the above performance metrics, has been developed, the State contract manager will calculate a score for the contractor’s overall performance. 
3.  Non-compliance Remedies
In the event that the Contractor fails to meet performance requirements or reporting standards set forth in this Attachment, the RFP, the contract or other standards established by the State, the State will provide the Contractor with a written notice of non-compliance and may require any of the corrective actions or remedies discussed below. The State will provide written notice of non-compliance to the Contractor within sixty (60) calendar days of the State's discovery of such non-compliance.

If the State elects not to exercise a Corrective Actions clause contained in this Attachment, the RFP or contract in a particular instance, this decision must not be construed as a waiver of the State's right to pursue future assessment of that performance requirement and associated damages, including damages that, under the terms of the RFP, any Attachment to the RFP or contract, may be retroactively assessed.

a. Corrective Actions

The State may require corrective action(s) when the Contractor has failed to provide the requested services. The nature of the corrective action(s) will depend upon the nature, severity and duration of the deficiency and repeated nature of the non-compliance. The written notice of non-compliance corrective actions may be instituted in any sequence and include, but are not limited to, any of the following:

· Written Warning: The State may issue a written warning and solicit a response regarding the Contractor’s corrective action.

· Formal Corrective Action Plan: The State may require the Contractor to develop a formal corrective action plan to remedy the breach. The corrective action plan must be submitted under the signature of the Contractor’s chief executive and must be approved by the State. If the corrective action plan is not acceptable, the State may provide suggestions and direction to bring the Contractor into compliance.

· Withholding Full or Partial Invoice Payments: If the performance target is missed for three consecutive months, the Contractor will be required to provide a three percent (3%) rebate on the value of the month’s invoice payments back to each agency which paid an invoice during the month. If the performance target is missed again within the next three (3) months, the Contractor will be required to provide a five percent (5%) rebate on the on the value of the month’s invoice payments back to each agency which paid an invoice during the month, and the contract may be terminated by the State.  
· Assigning the Contractor’s Responsibilities to Another Contractor: The State may assign the Contractor’s responsibilities to one or more other contractors that also provide services for the Scope of Work, subject to consent by the Contractor that would gain that responsibility. The State must notify the original Contractor in writing of its intent to transfer its responsibilities to another Contractor at least ten (10) business days prior to transferring any services.

· Appointing Temporary Management of the Contractor: The State may assume management of the Contractor or may assign temporary management of the Contractor to the State’s agent, if at any time the State determines that the Contractor can no longer effectively manage the services for the Scope of Work.  

· Contract Termination: The State reserves the right to terminate the contract pursuant to the contract termination clauses in the contract resulting from this RFP.  
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