RFP 23-72270: Maintenance, Repair, and Operations (MRO) Supplies and Services
Attachment F: Technical Proposal
Indiana Department of Administration


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

1.4.1 General Requirements and Definitions

1.4.1.1 Please list any additional terms and definitions used by your company or industry that you would like the State to consider incorporating in the contract.  The State will not accept terms and definitions introduced after award during contract finalization and implementation.

	



1.4.1.2 Please confirm you have carefully reviewed all requirements listed in RFP Section 1.4 and Attachment F. Should your company have any exceptions, substitutions, or conditions for the State’s consideration, please list them below. The State will not accept exceptions, substitutions, or conditions introduced after award, during contract finalization and implementation.

	



[bookmark: _Hlk50638091]1.4.4 Supplier Relationships

1.4.4.1 Please describe your current supplier network, including the names of suppliers, the products or product categories you supply from them, and the state in which the supplier is headquartered. 

	



1.4.4.2 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 than you currently offer in your catalog? Please describe how this transition would be managed.

	



1.4.4.3 If a situation occurs where a supplier suddenly increases its prices to your company, how will you ensure that your company’s discount agreements with the State are upheld?

	



1.4.4.4 Please describe the priority you will assign State orders during times of nationwide shortages, supply chain disruptions, supplier changes, or any other event that would make the completion of orders more difficult. 

	



1.4.4.5 From time to time, an agency or governmental body has a need for a specific brand product that may not be offered in 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.

	



1.4.5 Ordering and Delivery
1.4.5.1 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 while meeting the delivery requirements outlined in the RFP.  

	



1.4.5.2 What percentage of on-time deliveries does your company currently achieve with customers who require expedited delivery?  Please define how you measure on-time delivery.

	



1.4.5.3 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 online?

	



1.4.5.4 Please describe how your company would provide both delivery estimates and proof of delivery to the State for every order. 

	



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

	



1.4.5.6 Please identify all additional fees that you may assess on orders and describe the process by which you assign these additional fees (e.g. hazard fees) to orders and incorporate them into the quote(s) provided to the State and into the invoice(s) for the order. Please also confirm your understanding that all additional fees are to be assessed at the time of purchase.

	



1.4.5.7 Please confirm that all shipping fees on samples and returns for defective items or incorrect orders are the responsibility of the vendor and will not be charged to the State.

	




1.4.5.8 Please describe your returns process for all orders, beginning from when a State employee needs to make a returns request.

	



1.4.5.9 Please describe the ability for State employees to purchase items covered by the resulting QPA at your physical locations, if applicable, including what is required of State employees to do so and how these purchases will be included in reporting to the State. Please also provide a listing of all physical locations within Indiana, including hours of operation.
	



1.4.6 Catalog and Online Capabilities
1.4.6.1 Please select your catalog offering:  1) Online catalog integrated as a “punch-out” with PeopleSoft or 2) State-hosted catalog within PeopleSoft.  

	



1.4.6.2 If State-hosted catalog, please describe your ability and willingness to provide product information in the State required format at a frequency required by the State. 
	



1.4.6.3 Please provide a detailed description of all “punch-out” catalog functionality currently available and actively being used with current customers. Please include details about the ability view the status of orders and ability to communicate with customer service through your online offering, if applicable.

	



1.4.6.4 Please confirm your company’s ability to comply with the State’s punch-out catalog requirements.

	



1.4.6.5 Please detail your company’s online ordering system’s capability to allow buyers to simply re-order items.  

	



1.4.6.6 Please confirm your company’s ability to receive orders via email, fax, and telephone.
	


 
1.4.6.7 Please describe the tools or services your company provides to assist State buyers in suggesting other functionally equivalent, low-cost products when those items are not available. 

	



1.4.6.8 Please describe how your company notifies State buyers of product backorders and how your company plans to ensure that the State can receive the supplies that it needs.
	



1.4.6.9 Please describe how your company will work with State buyers to obtain special order items.
	



1.4.6.10 Please describe the ability of State users to request extended expiration dates for infrequently purchased items that may be stored for extended periods of time.
	



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

	



1.4.7.2 Please describe in detail how your company maintains data integrity.  For example, how would changes to your company’s catalog be prevented and/or communicated to the State?

	



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

	



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

	



1.4.8.2 Please describe your company’s plan to provide the State of Indiana and all the participating agencies, schools, and governmental bodies with a coordinated and consistent customer service program. 

	



1.4.8.3 Please describe your company’s plan to actively market the products and services of this potential contract to Governmental Entities and local schools under the K-12Indiana program. 

	



1.4.8.4 Please describe the type of contract specific information that is retrievable by a member of customer service. (e.g. order status, delivery information, backorder information, contracted pricing, product information, etc.)

	



1.4.8.5 Please describe your company's standard process for problem resolution and escalation, including standard response times.

	



1.4.8.6 Please describe how your company will ensure that it responds to all State inquiries within a 24-48-hour time window, regardless of staff vacation, illness, or turnover. 

	



1.4.8.7 Please describe your plan to ensure the continuity of the Account Management team if a member should depart.

	



1.4.8.8 Please define and describe your customer service quality assurance program, including details on internal metrics. 

	



1.4.8.9 Please describe your methods to collect customer feedback and measure customer satisfaction. Please provide any examples of such methods.

	



1.4.9 Reporting
1.4.9.1 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 reports are available online.

	



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

	



1.4.9.3 Does your company provide online Account Management Services that enables the State Vendor Management team to monitor activity?  If so, please provide a list of all functions of online capabilities, including reporting, that will be at no cost to the State.

	



1.4.9.4 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 (Online, Phone, etc.), Average Order Size.  Please include how long it takes your company to provide new periodic reports.

	



1.4.10 Implementation and Transition
1.4.10.1 Please identify how many “punch-out” implementations with PeopleSoft your company has performed and indicate any previous issues your company has had and how they were corrected.  If the Respondent has not implemented with PeopleSoft, please provide other relevant implementation experience.

	



1.4.10.2 Please describe your company's proposed implementation plan, citing specific tasks, dates, and milestones from contract award to availability to place orders.

	



1.4.10.3 Please identify specific tasks and milestones which require State involvement and collaboration during contract implementation.

	



1.4.10.4 Please describe any trainings you offer to assist State users for when they make purchases.

	



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

	



1.4.10.6 Please describe any potential roadblocks to implementing your catalog offering and integrating it with PeopleSoft within six months of contract execution. Please include details such as prior experience with these roadblocks and your approach to working through them to successfully implement your catalog offering.

	



1.4.11 Billing and Invoicing
1.4.11.1 Please confirm your ability and willingness to accept the following methods of payment: State credit card, Authorized Users’ personal credit cards, and pre-assigned billing accounts. Your company must also accept any handling fees associated with the use of any credit cards. 

	



1.4.11.2 Please confirm your company’s ability to provide invoices to the State on a monthly frequency, as well as the ability to provide an increased invoice frequency as requested by individual agencies or departments. 

	



1.4.11.3 Please describe your company’s ability to customize individual billing and invoice cycles in alignment with the needs of individual agencies or departments. 

	




RFP #23-72270 Maintenance, Repair, and Operations (MRO) Supplies and Services 	   Page 1 of 9
Attachment F Technical Proposal Template

