RFP 14-074
TECHNICAL PROPOSAL
ATTACHMENT F

Instructions:  Please supply all requested information in the areas shaded yellow and indicate any attachments that have been included to support your responses.


1. Data Management and Integrity 

1.1. Describe in detail the process or processes your company uses to update and maintain catalog data, including correction of pricing and product errors.

	



1.2. How does your company maintain data integrity?  For example how would changes to the State specific catalog be prevented?

	



1.3. How does your company handle notification of any changes in unit of measure or item description that occur, even if a SKU number or manufacturer number does not change?

	




2. Market Basket 

2.1. Please describe in detail your process and frequency of reviewing market basket items and making refresh suggestions.  Would your company be willing to provide additional savings for future purchases of these items?  

	




2.2. What is your company's process for satisfying orders for market basket out-of-stock items if your company is not able to fill an order within three (3) business days?

	




2.3. [bookmark: _GoBack]Currently the market basket is combined for State Agencies and K12/Local entities.  If during the life of the contract, the current market basket is not representative of K12/Local needs, please describe you company’s willingness and your plan to create the most representative and best priced market basket for those entities.  Please provide any qualifiers, restrictions, or suggestions that will distinguish your response.  

	



2.4. Please describe in detail your company’s ability to identify items as market basket, and suggest market basket items when non-market basket items are selected during the ordering process.  Can these suggestions be tracked to show savings realized or passed upon?

	



2.5. What tools or services does your company provide to assist the State in managing demand to market basket items or other equivalent-quality, low cost products?

	



3. Implementation and Transition 

3.1. What is your company's proposed timeline for implementation, citing specific dates and deadlines for your major implementation plan tasks?

	



3.2. What is the required involvement of the State personnel your company expects during new contract implementation?

	



3.3. Please confirm your understanding of the Category Discount expectation in Section 1.4.2 of the RFP and your plan to develop more competitive discounts for items reaching into Tier 2 and Tier 3.

	



3.4. Please identify any innovative solutions your company would offer in order to drive contract compliance and increased savings.  

	




4. Customer Service and Account Management 

4.1. Please describe in detail your company’s proposed account management team structure including names, contact information, and resumes where possible, and services each individual or group will perform.  

	



4.2. What is your company’s plan to provide the State of Indiana and all the participating agencies, schools, and governmental bodies with a Central Point of Contact? Please provide a resume or minimum experience this contact would have.  

	




4.3. What type of contract specific information is retrievable by a member of customer service? Order status, delivery information, backorder information, contracted pricing, market basket item availability, product information, etc.?  

	



4.4. What is your company's standard process for problem resolution and escalation, including standard response times?  

	



4.5. How soon will a member of the proposed Account Management Team be able to be on site at Indiana Government Center in Indianapolis, if necessary?   

	



4.6. What is your plan to ensure the continuity of the Account Management team if a member should depart?

	



4.7. Please define your customer service quality program?  Include details on internal metrics. 

	



5.  Order Processing/Retail

5.1. Please describe in detail how your company would be able to authorize and process in store purchases.  How will your company ensure in store purchases are transacted at contracted market basket and non-market basket pricing in all your retail store locations?  

	



5.2. Is your company able to restrict retail store purchases to only market basket items?  

	



5.3. Please list your company's Indiana retail locations and how these stores operate within your company structure.  Please identify whether the stores are franchised or separately owned and if so, how pricing, ordering, payment and reporting issues will be managed. Please include a map of these locations.   

	



5.4. Will your company extend any sale price in store that is lower than the set price of a market basket item?

	



5.5. Please describe your company’s training plan or methodology to ensure retail staff understand the State’s contract and properly handle purchases.  

	



5.6. What is your company's process for special order items?

	



5.7. Which types of purchasing cards does your company currently accept (e.g. Visa, MasterCard, American Express, etc.)?

	



    5.8.  Please describe how your company will provide the State with color codes for ordering.        	Be sure to detail how your company expects the State to specify which tint is needed 	when ordering.  

	



5.9.   Describe your plan to allow a variation of order submissions, including in-store  	purchases.  Some non-State entities 	with access to this contract may prefer to use 	email/fax/telephone to submit orders.

	



6.  Shipping and Delivery 

6.1.   Please describe in detail how your company could optimize shipping and delivery to the 	multiple State/Local delivery sites that would provide the maximum cost savings.  

	



6.2.   What percentage of on-time deliveries does your company currently achieve with 	customers who require next day delivery?  What percentage for delivery in two (2) 	business days, three (3) business days, and five (5) business days? Define how you 	measure on-time delivery.

	



6.3.   What is your company's order fill rate under contracts similar to this?  (An order with a 	100% fill rate would have no backorders.)  What performance level do you regard as 	"acceptable" and "excellent"?  How does your company measure fill rate and are these 	measurements available for a customer to view on-line?

	



6.4.   Please explain how your company would provide proof of delivery to the State for every 	order upon request? (This is needed for periodic audits.)  

	



6.5.   Please describe in detail your company’s current processes and solutions for handling 	backorders.

	



7. Reporting 

7.1.   What are the standard reports that your company provides to your customers?  Please 	provide a list of your company's standard reports, including examples, as an attachment 	to your RFP response.  Please note which are available on line.

	



7.2.   Please detail your company’s customized and ad hoc reporting capabilities including how 	long the State will wait to receive new requests for information.  

	



7.3.   Does your company provide On-Line Account Management Services that enables the 	State Vendor Management team to monitor activity?  If so, please provide a list of all 	functions of on-line capabilities including reporting.

	



7.4.   Please describe your company's ability to provide periodic usage reporting, including, but 	not limited to, reports that include the following fields:  the Purchasing Entity, 	Manufacturer Name, Manufacturer Code, Manufacturer SKU Number, UPC Code, UOM (Unit of Measure), Items per UOM, Product Description, List Price, Market Basket Price, Price Actually Charged, Source of Price Charged (Lower sale price, etc.), Quantity Purchased, Extended Price Charged, Payment Type (P-Card, etc.), Order Method (On-line, Phone, etc.), Average Order Size, Item Classification (Market Basket Item, Replacement Item, Full Catalog Item).  Please include how long it takes your company to provide new periodic reports.

	



7.5.   Please describe your company's ability to provide periodic performance reporting, 	including, but not limited to, Customer Service Incidents, Customer Service Response 	Time, Service Quality Metrics, Defective Items, Market Basket Analysis, Discontinued 	Items, Discontinued Suppliers, Same day order processing performance, Out of Stock 	Items, Backordered Items, Proof of Delivery, On-time delivery, Returned Items and 	Credit Paid, Pricing Accuracy Analysis, Manufacturer Cost Reductions, Order Accuracy, 	Implementation Performance Tracking. Please include how long it takes your company to 	provide new periodic reports.

	




8. Supplier Relationships

8.1.   Please describe your relationship with the suppliers whose products will be offered in the 	market basket.  How will you ensure the minimal disruption to the State and other 	governmental bodies using the contract should you have to change suppliers and 	subsequently offer different products in the market basket?  Please describe how this 	transition would be managed.

	



8.2.   If a situation occurs where a supplier suddenly increases it’s prices to your company, 	how will you ensure that your company’s price agreements with the State are upheld?

	



8.3.   From time to time, an agency or governmental body has a need for a specific brand 	product that may not be offered in the market basket or the product catalog.  What efforts 	will you make to fulfill the need and what is the expected timeline to fulfill the need?  	Please describe a similar experience you have had with an existing customer and the steps 	you took to satisfy the customer’s need.

	




9. Directed Sourcing 

9.1. Is the Respondent willing to stock and sell directed source products through this contract?   Please provide a yes/no response.  If no, please provide an explanation of any alternative solution your company has to offer. If so, please specify the associated mark-up charged to the State for these products.

	



9.2.  Please describe how your company would implement and manage a State directed 	  	 source relationship.

	





