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Key Elements of this contract are:

-Service Representatives:
Contracts Manager -NASPO
Stephen De Jonghe

(775) 848-5463

Stephen.dejonghe@mymetroofficesoluitons.com 

Customer Service

(877) 638-7641 X 1

Customerservcie@mymetroofficesoluitons.com
Local Account Representation will be assigned at a future time.
-Training:

General instruction relating to:

· On Line Ordering Capabilities

· Working with MetroOfficeSolutions

· Understanding the Tier 1 minority Status
· Billing

· Returns

· Delivery

· Contacts

· Account set up

· Additional capabilities:

· Approval Routing

· Blocked items

· Budget limits by agency

· Desktop delivery/special delivery needs

· Billing customization

Communication vehicle

· Face to Face training

· Group Roll out meetings

· Webinar

· Conference Call

· On Line Help Desk
-Key persons:

Stephen DeJonghe – Contract Manager
(775) 848-5463

stephen.dejonghe@mymetroofficesolutions.com
Tom Enns – Vice President of Sales

(916) 501-9720
tom.enns@mymetroofficesolutions.com
-Freight Policy:

No minimum order, No freight charges on all catalog and web orders 

(Special orders – i.e. furniture, large drop shipments will be pre-quoted with a freight charge prior to acceptance of the order)

-Shipping:

MetroOfficeSolutions is next day to all major markets within each State under the WSCA umbrella.  1- 2 day for all outlaying delivery points.  Each agency will be analyzed for the appropriate shipping method.
-Delivery and Distribution of Goods Shipped:

MetroOfficeSolutions local distribution center will provide 1 – 2 day delivery to each State.
MetroOfficeSolutions will be utilizing a combination of delivery choices.  Your orders will be shipped in the appropriate 1 – 2 day delivery via contracted courier, or an overnight delivery service.  Each agency’s needs will be qualified and the appropriate delivery will be set up to meet those needs.  
-Reporting Requirements: 

MetroOfficeSolutions can offer a variety of reports to each user, agency, or political sub division.  Our on line report subscription allows for each user to access the site and subscribe to the following options:
User Reports

· Usage Report by Cost Center

· Usage Report by Ship to Location

· Usage Report by Charge Code

· Order Status Report

· Charge Code Summary Report

· Administration Report – Ship To

· Administration Report- Cost Center

· Administration Report – User

· User Ship to Selection

· User Cost Center Selection

· User Company List Selection

· User Charge Code Selection

· Order Approval Setup Report
Customized reports can be order through your Account Executive.
MetroOfficeSolutions will work with each entity to provide the proper report format needed.

-Emergency Management and Recovery:

 MetroOfficeSolutions has a plan in place for Emergency Management and Recovery for each State.
-Excellent Customer Service:

MetroOfficeSolutions has a dedicated team of professionals who are fully trained to field all questions including, use of the web tool, deliveries, tracking of orders, accounting concerns, sourcing of items, and returns.  

Hours of operation are 5:30am (PST) to 5:30pm (PST).

Customer Service Phone 
877 638-7641

Customer Service Fax 
877 859-1875

Email


customerservice@mymetroofficesolutions.com
-Return Policy:

MetroOfficeSolutions accepts returns up to 30 days after purchase.  We require that the item be returned in its original packaging.

MetroOfficeSolutions will give an ‘Instant Credit’ without pickup for all returns under $15.00.  All other returns will be picked up within 3 business days and credited to the end users’ account within 7 business days or MetroOfficeSolutions will issue a full credit whether receipt of the merchandise has occurred or not.  
Returns can be entered on-line or phoned in to our customer service team upon which an RA (return authorization).  Credits posted to your account can be accessed on line to view under our Edocs tab of our on line ordering web tool.

Shortages

All shortages reported in 5 days are re-shipped at no charge to the end user with no additional credit or invoice thus reducing the credit re-bill process paperwork flow.

-Contract Management:

Each user will view their ‘Net Price’ for all orders placed on the Web site.  This will be managed on a quarterly basis, all with in the WSCA pricing guidelines.
-Implementation and Communication:

MetroOfficeSolutions will implement a five-phased training program for each participating State.  

Phase I
Publish and Present – a handout detailing contact information, how to guides and ordering instructions
Phase II
E-Procurement – training on how to use our on line ordering web tool
Phase III
800# Technical & Office Supply Program Support – Customer Service available during normal business hours to provide full support for full support of MetroOfficeSolutions support tools.
Phase IV
On-going dedicated and experienced Account Representation

Phase V

Quarterly business reviews by assigned location

-Sustainability:

MetroOfficeSolutions has provided a few of its programs in the area of sustainability.  

· Delivery - 20% of our deliveries have been reduced to UPS, which puts our trucks on the road less. 

· Pick to voice (reduces picking ticket paperwork while increasing accuracy for reduced errors and cost)

· Carton consolidation – warehouse management system programmed to reduce # of boxes used to fill orders, which saves boxes, space, freight, fuel, etc 

· Reuse / recycle – boxes reused for wrap and label orders 

· Boxes/pallets recycled locally 

· Produced and distributed a “green” catalog in July 2009

· Introduced the Nature Saver ‘Private label’ brand- 104 sku’s

-ESB/MBE/WBE

MetroOfficeSolutions is offering a Tier 1 solution.  By selecting MetroOfficeSolutions any participating State purchases will qualify for full credit in working with an ESB/MBE/WBE company.

Part of the offering includes monthly reports detailing Tier 2 suppliers under the Manufacturers Diversity Report.

All services provided by MetroOfficeSolutions are by a MBE/WBE.  All information provided in the RFP is what MetroOfficeSolutions will be offering.
-Packaging:

Each distribution center is required to use all manufacturers existing packaging for delivery to the end user.  Most products are offered to the user in pre- packaged quantities only, thus reducing the need to re pack the product because a user wants 1 each.

Each sku listed clearly describes on line the packaging contents by the box and carton to assist the user in selecting the ‘package’ friendly version.

MetroOfficeSolutions will work with each agency in picking up the used boxes for reuse on their next delivery.

All pertinent delivery information according to the WSCA guidelines will be listed on the label and packing slip.

-Environmental Practices:

Our splash page that each user log’s onto will have complete instructions listed for each account as to their individual needs on items that can be recycled, reused or remanufactured.  

At the warehouse level the following environmental practices are enforced not just for cost savings measures, but as a socially conscious effort to aid in reducing are overall collective carbon footprint.  

-CRP/QRF:

MetroOfficeSolutions works with the Hope Foundation, which employs individuals with handicaps to assemble new employee kits and all marketing kits for resale and for marketing give-aways.  MetroOfficeSolutions is integrally involved with the City of Hope, a Cancer Research organization.
MetroOfficeSolutions recently adopted its private label paper Suzano that is FSC certified (Forest Stewardship Council certification #SW-COC-001388.  A PDF is detailed in Exhibit 8.  This will be our standard copy paper offering to all State’s under the REPORT label.  It also meets the CCX (Chicago Climate Exchange) certification for carbon footprint reduction.
-Retail Store Purchases:

MetroOfficeSolutions has no retail outlets.

