RFP 14-75
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. Product Offering

1.1. Describe your product offering, including, but not limited to:
· Package and/or profiling options
· Subject coverage
· Total titles offered
· Publication details

	



1.2. 	List and describe your key publisher relationships.  Describe any key variations or exceptions by major publisher (Random House; Harper Collins; Macmillan; Hachette; Simon & Schuster).

	



1.3. Describe in detail any web-based collection development tools offered by your firm.  Describe your firm’s plans for maintaining the most up to date technology regarding web-based collection development tools.

	



1.4.  Confirm your ability to provide MARC records via z39.50 format.

	



1.5. Confirm your ability to provide preprocessing of books.

	



2. Online Capabilities and Ordering
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2.1. Please detail your company’s on-line ordering system’s capability to allow buyers to simply re-order (e.g. order templates, item lists).

	




2.2. How does your company display backorders on-line?  If your company does not have the capability, please provide an explanation of any alternative solution your company has to offer.

	



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

	



3. Customer Service and Account Management 

3.1. 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.  

	



3.2. 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.  

	




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

	



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

	



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

	



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

	



4.  Order Processing/Retail

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

	



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

	



5.  Shipping and Delivery 

5.1. What percentage of on-time deliveries does your company currently achieve with customers who require delivery in three (3) business days? Define how you measure on-time delivery.

	



5.2. 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?

	



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

	



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

	



6. Reporting 

6.1. 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.

	



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

	



6.3. 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.

	



6.4. 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, Publisher Name, ISBN, MARC Record, Publishing Year, Publisher Retail 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 Please include how long it takes your company to provide new periodic reports.

	



6.5. 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, 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, Publisher Cost Reductions, Order Accuracy, Implementation Performance Tracking. Please include how long it takes your company to provide new periodic reports.

	



