RFP 9-75
TECHNICAL PROPOSAL
ATTACHMENT G
Technical Proposal
Instructions:  Please supply all requested information in the areas shaded yellow and indicate any attachments that have been included.  The State is expecting creative cost saving solutions from all of the Respondents in an effort to distinguish the best partner(s) to select.
	


1. Implementation and Transition (Section 2.4.2) 
1.1. What is your company's proposed timeline for implementation, citing specific dates and deadlines for your major implementation plan tasks?
	


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


1.3. What level of implementation performance below target (missing deadlines beyond a defined period, etc.) would result in your company offering the State a monetary remedy?  Please specify the monetary remedy that your company would offer.
	


1.4. Please give an example of a recent post-implementation success where Respondent serviced an account similar to the State.
	


2. IVH Staffing and Personnel Management (Section 2.4.3) 
2.1. Please describe in detail your company’s proposed plan for recruiting IVH staff members. Include any management team structure that may be involved and cite the names and contact information where possible, and services each individual or group will perform.  Please indicate if any attachments are included.
	


2.2.  Describe how this RFP will be managed including staffing and coordination with the Indiana Veterans’ Home Management and Staff. 
	


2.3. Provide resumes of potential security guard candidates and/or any relevant documentation acquired or submitted by the applicant.  
	


2.4. Describe the measures the Respondent will apply to ensure satisfactory standards of employee competency, conduct, appearance, and integrity. 
	


2.5. What is your company's standard process for problem escalation if the standard problem resolution process cannot resolve an issue?
	


3. Customer Service and Account Management (Section 2.4.4)
3.1. Please describe in detail your company’s proposed account management team structure including names and contact information where possible, and services each individual or group will perform.  Please indicate if any attachments are included.
	


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


3.3. What is your company's standard process for problem escalation if the standard problem resolution process cannot resolve an issue?
	


3.4. Is your Company willing to provide the State a dedicated Account Management team?  Please provide a yes/no response.  If no, please provide an explanation of any alternative solution your company has to offer.
	


3.5. What is your company's definition of a dedicated Account Management Team and what provisions do you have in place for backup support?
	


3.6. What is the minimum experience the lead Account Manager assigned to the State would have with Government contracts or customers of similar size and complexity?
	


3.7. Will your company provide a resume for each member of the proposed Account Management Team as an attachment to the contract?  Please provide a yes/no response.  If no, please provide an explanation of any alternative solution your company has to offer.
	


3.8. Will a member the proposed Account Management Team able to be on site at Indiana Government Center in Indianapolis by the next business day, if necessary?   Please provide a yes/no response.  If no, please provide an explanation of any alternative solution your company has to offer.
	


3.9. What is the replacement process in the case of a proposed Account Management team member departing?
	


3.10. How does your company define its customer service quality program?
	


3.11. What metrics does your company use to measure the performance of your company's customer service quality program?  What is deemed to be "acceptable" and "excellent" performance based on each defined customer service metric? Are these metrics specific to a customer and are they reported on?
	


4. Creative Solutions(Section 2.4.5) 

4.1. Please provide details as to what distinguishes your company?
	


4.2. Describe any additional creative solutions that would benefit the IVH. 
	


5.  Reporting (Section 2.4.6)
5.1. 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.
	


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


5.3. 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.
	


