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	Capacity of Offeror Response Form
	STATE OF ARIZONA

	
	
	Agency:  Arizona Department of Administration

               State Procurement Office

	
	
	Customer:  NASPO - WSCA participating states; AZ Statewide (state agencies & cooperative partners) 

	Description:  Mailing Equipment, Supplies and Maintenance
	



1. Proposed Offering

  Contractor is proposing equipment, supplies, and maintenance for all fifty States, Washington D.C. and Puerto Rico.

  Offeror Response:  Yes, OPEX is proposing the extractor to all fifty States, Washington D.C., and Puerto Rico.

 If Contractor is not proposing equipment, supplies and maintenance for all fifty States, Washington D.C. and Puerto Rico, please detail the States, District, and territory you are proposing.
Offeror Response:  Not Applicable
2. Proposed Categories

Contractor shall detail below all categories they are offering.  Please see attachment titled Price and Pricing for details of the different categories.  The contract shall be awarded by Category.
Offeror Response:  OPEX has included purchase and maintenance prices for the extractor category only.  Please refer to the attached spreadsheet.
3. Contractors Organizational Capacity

Contractor shall describe in general their organizational capacity to support the proposed offering and the Participating Entity’s under any subsequent Contract.
3.1. Experience in Industry

3.1.1. Contractor shall describe their experience in the provision of the Products and Services and Support, throughout the Geographic Areas, as required herein. Please provide information regarding your firm’s experience in this industry, to include the number of years your firm as been in the business, what has been your firm’s US market share in the Mailing Room Equipment industry for the past three years, etc.

Offeror Response:  Please see OPEX’s response below.

I. Corporate Overview
A. General Information
OPEX Corporation has been a technological leader in the mailroom since 1973 when the company introduced its first mail extraction system designed to automate the process of opening and processing inbound mail.  Since then, OPEX has grown considerably, with offices in the U.S., U.K., France and Germany.

From its humble beginnings, OPEX now boasts a workforce consisting of hundreds of employees.  Its Moorestown, New Jersey World Headquarters complex is made up of multiple buildings and more than 250,000 square feet of engineering, manufacturing, warehouse, product assembly and office space.

OPEX is a vertically integrated manufacturing company.  OPEX designs, manufactures, assembles, markets and services all of its products.  Machine types range from the relatively simple (basic table-top envelope openers) to the complex, including sophisticated document scanners, and fully-automated, high-speed incoming mail sorters and mail extractors.

OPEX mail extractor equipment can be found in these business sectors:

· Government (Federal, State, Local)

· Financial Services

· Insurance

· Healthcare

· Non-profit

· Utilities

· Telecommunications

· Service Bureau

· Retail/Wholesale

· Institutional

OPEX Corporation offers a variety of innovative document processing and imaging solutions.  From industry-leading mail extraction and sorting equipment, to outstanding image capture and payment processing hardware platforms, OPEX equipment provides efficient workflows and superior cost savings. 

OPEX has successfully developed long-term relationships with our clients because of our ability to deliver a world class product, apply cutting edge technology and provide superior customer service and support.

Our ability to continuously deliver exceptional customer service results directly from our sales and service organizations.  

OPEX’s Sales Organization is responsible for selling OPEX products or services through direct contact with clients.  Members of the OPEX sales force, Sales Engineers, are assigned sales territories by geographic segments.  These OPEX Sales Engineers, use a consultative and collaborative selling approach to assist prospects in understanding their current operational processes, business improvement opportunities, investment requirements and the expected benefits which include financial Return on Investments and Payback.  Each Sales Engineer receives extensive professional sales training and OPEX product training.  Along with this extensive training, ongoing sales coaching, decision analytics training and vertical market briefings are key components in a continuous improvement program.  

OPEX’s National Service Organization is the largest and most comprehensive service organization in the industry.  All technicians are OPEX employees, not subcontractors.  They have undergone rigorous training in the field and in the classroom, and receive ongoing product education on a routine basis.  Knowledge, support and a dedication to customer satisfaction makes OPEX service the best in the industry.

B. Corporate Principles
In 1993, the OPEX Management Team set out to determine what core principles had helped foster the company’s tremendous success.  The culmination of this effort is today known around OPEX simply as, “The Nine Corporate Principles.”

These Principles are more than just words that decorate office walls and company coffee mugs; they form the basis for how OPEX conducts its business, both on an individual employee level as well as organizationally.  These Nine Corporate Principles are reproduced below:

We at OPEX Corporation Shall Always Strive to:
· One: Conduct all business in a fair and honest manner.

· Two: Listen, and be responsive, to customers’ needs.

· Three: Recognize the value of the individual.

· Four: Maintain conservative financial management which will dictate growth.

· Five: Move ahead continually and deliberately to assure the ongoing survival of the company.

· Six: Exercise freedom from tradition and convention if a better method can be devised.

· Seven: Focus business expansion only in related fields.

· Eight: Minimize layers of management in order to maximize employee empowerment.

· Nine: Eliminate the “It’s not my job” attitude.

C. Organizational Structure
Although OPEX is itself organized as a single corporate entity, separate business units have been formed to efficiently serve customers throughout the world.  The OPEX Incoming and Scanning division focuses on incoming mail processing and scanning equipment in the North American marketplace.  This division also includes the OMATION product line of letter openers and joggers.  The OPEX International division offers the complete OPEX product line to countries outside of North America.

As noted above, OPEX maintains several facilities worldwide:

World Headquarters:





305 Commerce Drive





Moorestown, New Jersey 08057-4234 USA


Phone: 856.727.1100

Main Fax: 856.727.1955

URL: http://www.opex.com
OPEX International:
OPEX -- France


   OPEX – U.K.


OPEX -- Germany

Parc Technopolis-ZA de Courtaboeuf
   Carrington Business Park
Max Blank Ring 39

3, avenue du Canada

  
   Carrington


65205 Wiesbaden-Delkenheim

91940 Les Ulis, France

   
   Manchester, England  M31 4YR
Germany

Phone: +33 01.60.92.40.40

   Phone: +44 0161.776.4033
Phone : +49 6227.381.116





   
   Fax: +44 0161.776.2663

Fax: +49 6227.381.200
OPEX mail extractor equipment can be found in these business sectors:

· Government (Federal, State, Local)

· Financial Services

· Insurance

· Healthcare

· Non-profit

· Utilities

· Telecommunications

· Service Bureau

· Retail/Wholesale

· Institutional

OPEX Corporation offers a variety of innovative document processing and imaging solutions.  From industry-leading mail extraction and sorting equipment, to outstanding image capture and payment processing hardware platforms, OPEX equipment provides efficient workflows and superior cost savings. 

OPEX has successfully developed long-term relationships with our clients because of our ability to deliver a world class product, apply cutting edge technology and provide superior customer service and support.

Our ability to continuously deliver exceptional customer service results directly from our sales and service organizations.  

OPEX’s Sales Organization is responsible for selling OPEX products or services through direct contact with clients.  Members of the OPEX sales force, Sales Engineers, are assigned sales territories by geographic segments.  These OPEX Sales Engineers, use a consultative and collaborative selling approach to assist prospects in understanding their current operational processes, business improvement opportunities, investment requirements and the expected benefits which include financial Return on Investments and Payback.  Each Sales Engineer receives extensive professional sales training and OPEX product training.  Along with this extensive training, ongoing sales coaching, decision analytics training and vertical market briefings are key components in a continuous improvement program.  

OPEX’s National Service Organization is the largest and most comprehensive service organization in the industry.  All technicians are OPEX employees, not subcontractors.  They have undergone rigorous training in the field and in the classroom, and receive ongoing product education on a routine basis.  Knowledge, support and a dedication to customer satisfaction makes OPEX service the best in the industry.
SEPTEMBER 1, 2011 REVISED OFFEROR RESPONSE:  

D. Product Ordering Process
OPEX recognizes that Participating Entities will place orders with OPEX for the Products described in this Solicitation.  Of course, OPEX welcomes this outcome!  When placing orders, Participating Entities do need to be aware of the following:
With respect to any Participating Entity’s p-card program, OPEX currently accepts payments made through p-card programs that are cleared through the Visa and / or MasterCard credit card network.  

The only network currently utilized by OPEX for Electronic Data Interchange (“EDI”) is Ariba®, a third-party software vendor that offers EDI to commercial customers.  However, in addition to receiving hard-copy documents, OPEX can receive purchase orders, and exchange data, via facsimile.  Additionally, the Participating Entity can issue any document (including purchase orders) directly to its OPEX Sales Representative via e-mail at the email addresses indicated in the OFFEROR RESPONSE FORM – AUTHORIZED DEALERS / PARTNERS / SALES AND SERVICE PROVIDER LIST.  For reference, OPEX’s facsimile number is 856.727.1955.
3.2. Experience with Similar Customers (or specify Government)
3.2.1. Contractor shall describe their experience with similar Customers in the provision of the Products, Services, and support throughout the Geographic Areas.

Offeror Response:  The following is a list of OPEX customers throughout the US that have purchased OPEX’s line of extractors and on-call maintenance services for their OPEX products.  Please feel free to contact the below listed OPEX customers regarding our the quality of products and services that we have always consistently provided to our customers.
(A)   
State of New Mexico Dept. of Taxation and Revenue

Munual Lujan Building

1200 S. St. Francis

Santa Fe, N.M. 87504

Lisa Trujillo- Bureau Chief- Approval Pending

Ltrujillo@state.nm.us

(505) 827-0865


Project Date:  2005; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(B)
Utah State Tax Commission

210 North , 1950 West

Salt Lake City, Utah 84116

Jim McNair- Manager-Approval Pending

jamcnair@utah.gov

(810)297-7618

Project Date:  1998; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services

(C)
Kentucky Department of Revenue

Jerry MCCarty

Jerry.McCarty@ky.gov

501 High Street

Frankfort, KY 40601

502-564-7868

Project Date:  Over 10 Years Ago; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services

(D)
Ohio Department of Taxation

Becky Smith

Becky_Smith@tax.state.oh.us

4485 Northland Ridge Blvd.

Columubus, OH  43229

614-466-3420

Project Date:  2002; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services

(E)
State Of Maryland- Division Of Motor Vehicles 

6601 Ritchie Hwy NE

Glen Burnie, MD 21062
Bernie Cumberland 

(410)762-5134

bcumberland@mdot.state.md.us
Project Date:  2005; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services

(F)
Oregon Department of Revenue

955 Center Street NE

Salem, OR  97310

503-945-8542

Don Helton

Donald.l.helton@state.or.us
Project Date:  1994; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(G)
WA State DSHS

712 Pear Street, 2nd Floor

Olympia, WA  98501

360-664-5314

Bill Green

bgreen@dshs.wa.gov
Project Date:  2005; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(H)
CA Dept. of Motor Vehicles

 2415 First Ave 4th Floor, 

SACRAMENTO, CA 95818 /

Paula Keith, Operations Manager 

pkeith@dmv.ca.gov 

916-657-6400

Project Date:  2000; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(I)
CA Employment Development Department.

9815 Goethe Rd., MIC #96, SACRAMENTO, CA 95827 

Richard DeFazio, Manager Information Management Group 

  
richard.defazio@edd.ca.gov / 916-255-1676

Project Date:  1999; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(J)
Iowa Department of Revenue 


Hoover State Office Building, 3rd Floor


Des Moines, IA 50306


Richard Knapp


515-281-5162


Rich.knapp@iowa.gov
Project Date:  1999; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(L)
Minnesota Department of Revenue


600 N. Robert Street


St. Paul, MN 55101


Sheila Barnes


651-556-4747


Sheila.barnes@state.mn.us
Project Date:  1994; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(L)
State of Nebraska – Treasury Department


233 South 10


Lincoln, NE 68509


Marcia Scheinost


402-471-1845


Marcia.scheinost@treasurer.org

Project Date:  2009; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services
(M)
State of Iowa – Human Services, CSC Division


601 SW 19th Street, Suite F


Des Moines, IA 50309


Angela Lathrop


515-697-1524


alathro@dhs.state.ia.us

Project Date:  2010; Description - Purchased OPEX’s Rapid Extraction Desk Product and On-Call Maintenance Services

3.3. Management Structure

3.3.1. Contractor shall describe their management structure in support of the Products and Services, throughout the entire proposed Geographic Area.   

          Offeror Response:  Please see OPEX’s response below.
OPEX Corporation Organizational Chart
Although OPEX Corporation is made up of the Incoming and Scanning Division and the International Division, it is a “flat” organization by the nature of the internal structure. As such, OPEX does not maintain an organizational chart in the traditional sense of that term.

However, if there are problems or concerns regarding the equipment, and if these concerns require escalation within OPEX, the following “chain of responsibility” can be followed:

Incoming and Scanning Division
Sales Engineer ( National Sales Manager ( National Sales Director ( President of Incoming and Scanning Division

Service Technician ( Regional Service Manager ( National Service Manager ( Director of Field Services ( President of Incoming and Scanning Division

3.4. Key Personnel

3.4.1. Contractor shall assign specific individuals to key positions in support of the Contract. Contractor shall provide brief bios of key personnel including their training, experience and performance in supporting similar Customers as anticipated under any resulting Contracts. Contractor shall list all such Key Personnel in the applicable Contract Attachment titled Offeror Response Form –Key Personnel.

For each individual identified in the Offeror Response Form – Key Personnel, brief biographical information is included below:

(a) Winnie W. Chow, Asst. Dir., Corp. & Legal Affairs: Ms. Chow is responsible for reviewing, drafting and negotiating purchase and maintenance agreements as well as compiling responses to bids (a.k.a. request for proposals, requests for quotes) and other legal matters for OPEX.  For this Contract, she will oversee the terms and conditions including any applicable amendments and/or addendums pursuant to the WSCA Solicitation.  Ms. Chow is a licensed attorney in the State of New Jersey since 2006 and graduated from Rutgers School of Law – Camden in May of 2001.  She has been employed at OPEX since January, 2001.  Ms. Chow was initially hired in January of 2001 for the part time position as the legal clerk for OPEX’s Legal Department and later transitioned to her current position in August, 2001.

(b) Dann Worrell, Director of Sales: Dann has worked for OPEX for 20 years. After splitting time between Service Management and Sales, Dann was promoted to Director of Sales in 2004. Currently, he has responsibility for the direct sales effort in the US and Canada. During his 20-year career, he has held various positions, including Sales Engineer for the New England Region and Director of Service.  Presently, he resides in the Atlanta GA.  Because of the various positions Dann has held within the OPEX organization, he is eminently familiar with all aspects of OPEX Sales and Service, thus qualifying him to handle the unique oversight responsibilities required of the OPEX Sales organization under any resulting Contract. 
(c) Susan Green, Assistant Controller: Sue has served as Assistant Controller for OPEX for the past 12 years and possesses an NJ CPA certificate.  Her responsibilities include supervising Accounts Receivable and Service Contract invoicing, including invoicing for government contracts.  She is responsible for month-end closing of the general ledger including inventory and cost accounting transactions and completion of year end audit work papers.  Susan has 26 years experience in financial accounting and auditing including public accounting, private industry, government audits, government contracts, and manufacturing concerns.  She has also prepared various federal, state and local tax returns including sales tax and information returns.  Sue’s experience will allow her to handle any invoicing, auditing or accounting issues which may arise as a result of a Contract award granted pursuant to this WSCA Solicitation.

(d) Tim Buhr, Director of Field Service:  Tim has been at OPEX for over 13 years, including the last 6 as Director of Field Service.  In that capacity, Tim oversees a technician base of 348 field service technicians, all of whom are employed directly by OPEX.  Service personnel are strategically located throughout the U.S. and Canada, and are positioned to respond to requests for service made by Participating Entities under this Contract.  It is Tim’s job to insure that commitments contained in OPEX Maintenance Agreements are upheld.  Tim began his career in OPEX Sales, so he has the training and experience required to understand the equipment offered under this Solicitation, as well as the needs of the various customers who purchase that equipment.
3.5. Cost Containment
3.5.1. Contractor shall describe your firm’s cost containment history over the past five years including a description of cost savings programs and the associated quantitative savings/efficiency realized the Percentage price increase per product line for the past three years, and the date and percentage of all anticipated price increases to the MSRP price for calendar years 2011-12.

Offeror Response:  OPEX has included the purchase price of our extractors under the pricing sheet for a period of five (5) years, commencing from the effective date of the Master Price Agreement.  OPEX’s purchase prices for our products are held firm for a period of one (1) year or twelve (12) months.  We only increase our purchase prices once per calendar year and occur on January 1st of each calendar year.  During the past three (3) calendar years, the typical annual purchase price increase ranges from anywhere from three percent (3%) to five percent (5%) per year, based on our previous year’s rates.  The formula for calculating the annual purchase price increase is based on a multitude of factors such as cost of purchase raw materials (i.e., metal) labor, etc.  We do not subcontract the manufacturing of our products to third party vendors.  OPEX builds our products in our World Headquarters located in Moorestown, NJ, USA.  
4.  Authorized Dealers/Partners/Sales and Service Provider Relationships

4.1. Contractor must include in their response a list of Authorized Dealers/Partners authorized to represent them per the Terms and Conditions of this RFP by state (Authorized Dealers/Partners/Sales and Service Provider Response Form). It is the manufacturer's responsibility to ensure complete coverage of service throughout all States they are proposing. Invoices and payments will be addressed within the individual PA’s.  Some Participating Entities may require all invoices and billing go through the Contract and some Participating Entities may require invoices and payment to go through the Authorized Dealers/Partners/Sales and Service Provider. Please verify that either invoicing/billing option is available.  

Please provide your response in the Response Form titled Authorized Dealers/Partners/Sales and Service Provider Response Form.

4.2. The Contractor shall be fully responsible for meeting all of the Terms and Conditions of any contract /MPA/PA resulting from this RFP. The Contractor will have full responsibility for their Authorized Dealers/Partners/Sales and Service Provider performance. Contractor will be responsible for any training and education of authorized resellers to ensure contract.

 Please respond that you read, understand and will comply. 
Offeror Response:  OPEX does not have a dealer / partners program for the proposed OPEX product.  Please take note that OPEX has a comprehensive sales and service coverage programs in all fifty states plus Washington DC which consists of OPEX representatives that are employed directly by OPEX.  Instead, OPEX has listed the names and contact information for each OPEX representative under each applicable state in the Authorized Dealer/Partner, Sales and Service Provider Response Form. 
4.3. Contractor shall notify the MPA Contract Administrator and the affected PA Procurement Officer of any authorized reseller changes, additions and deletions throughout the term of the Contract as they occur. The MPA Contract Administrator and the affected PA Procurement Officer will have the right to deny approval of any authorized reseller additions and/or substitutions.
  Response would be that you read, understand and will comply, or to take exception 
As noted in Section 4.2 above, OPEX does not have a dealer / partner program for the proposed OPEX products; sales and service are delivered and performed through direct OPEX employees.  That said, OPEX recognizes the need to inform the MPA Contract Administrator and the PA Procurement Officer of changes, deletions and additions to its Sales and Service workforces.
To accomplish this, whenever a change in Sales personnel occurs that would impact a Participating Entity, the MPA Contract Administrator, PA Procurement Officer and the Participating Entity will be notified in an email sent from the OPEX Home Office.  Additionally, the OPEX Director of Sales will also notify, via telephone or email, either through himself or through a  designated sales manager, all of the affected / impacted parties, through the use of OPEX’s database of participating end users.

Similarly, whenever a change in Service personnel occurs that would impact a Participating Entity, the MPA Contract Administrator, PA Procurement Officer and the Participating Entity will be notified in an email sent from the OPEX Home Office.  Additionally, the OPEX Director of Field Service will also notify, via telephone or email, either through himself or through a designated service regional manager, all of the affected / impacted parties, through the use of OPEX’s database of participating end users.

4.4. Describe what your firm requires from potential dealers to become an “Authorized Dealer” and define specifically how your firm currently measures an authorized dealer’s performance, including the following: 

4.4.1. Dealer commitment including product marketing, sales staff, sales volume, and service after the sale.

As noted in Section 4.2 above, OPEX does not have a dealer / partner program for the proposed OPEX products; sales and service are delivered and performed through direct OPEX employees.  That said, and in the context of utilizing a direct sales and service organization, OPEX interprets this Section to be requesting qualifications of those who distribute and service the products, i.e. In other words, how does OPEX determine that Sales and Service personnel are qualified to perform work under any Contract that results from the WSCA Solicitation?
To qualify as an OPEX Salesperson, interested candidates must demonstrate strong communication skills, as well as organizational and computer acumen.  OPEX also looks for candidates who have a technical background, thus making them more qualified to address issues that might arise with the equipment they are selling.  Salespeople understand that they must travel to customer sites as a requirement of the job.  To attract top-tier candidates, OPEX offers an excellent benefits package, plus salary, commission & bonuses.  OPEX requires all prospective employees to submit to a mandatory pre-employment drug screening, as well as random screening post-employment.
As for ongoing performance requirements, OPEX Salespeople are required to make periodic visits to customer sites (not less than twice per year).  These visits are logged into our Oracle database.  OPEX Salespeople are also required to contact the end user on a regular basis to see if additional product training is required, and to see how the equipment is performing.  If training is required, this training is provided on-site at no additional charge by the Salesperson.  Each OPEX Salesperson is also given a performance review by his / her supervisor at least once per year.  During these performance reviews, the Salesperson is evaluated for customer service (i.e. were there any customer complaints or problems?), consistency in meeting customer expectations (including those that may arise under any Contract resulting from this Solicitation), and performance towards meeting annual sales goals. 
To qualify for the OPEX Service Department, interested field service technician candidates must demonstrate strong communication skills, and possess at least two years’ electronics training or related experience.  Excellent mechanical and computer skills are also a necessity.  OPEX provides service technicians with an initial training period and ongoing technical support.  As stated previously, OPEX requires all prospective employees to submit to a mandatory pre-employment drug screening, as well as random screening post-employment.

As for ongoing performance requirements, OPEX Service personnel are required to respond to customer requests for repair service within any timeframes established by Service Level Agreements (SLAs), including those that might result from a Contract award under this Solicitation.  Service technicians are also required to submit paperwork to the Home Office on a timely basis.
At the Home Office, OPEX monitors technicians’ response rates and customer service by maintaining a database (through our Oracle system) of customer requirements for each contract.  Each service call generates a detailed Field Service Report (FSR), which must be signed by the customer at the conclusion of a service call.  The FSR is immediately sent back to the Home Office for evaluation.  As is the case with Salespeople, service technicians are also evaluated in annual performance reviews conducted by their supervisor.  Additionally, service technicians qualify for cash bonuses based upon delivering timely service, meeting contractual requirements, and not receiving any customer complaints.  Failure to deliver service to customers on a timely basis results in a suspension of bonus payments, and could lead to the implementation of a Performance Improvement Plan (PIP), and ultimately termination of employment.
4.4.2. Dealer contract support including contract administration and administrative/financial assistance.

As noted in Section 4.2 above, OPEX does not have a dealer / partner program for the proposed OPEX products; sales and service are delivered and performed through direct OPEX employees.  That said, and in the context of utilizing a direct sales and service organization, OPEX interprets this Section to be requesting information about how Sales and Service personnel are supported in the field by OPEX, i.e. What assistance does give to its Sales and Service personnel to assist them in meeting their obligations that could come from a Contract under this Solicitation?
Assistance to OPEX Sales and Service Personnel comes in two varieties: Training and Collateral (Marketing) Support.  Both aspects are discussed in further detail below:

(a) Training: For Salespeople, product and company education starts upon employment and is continued throughout their careers.  Each “new hire” spends the initial two weeks at the Home Office learning from product specialists, sales management and other Salespeople.  Then, the new Salesperson travels with a seasoned Salesperson, visiting customers in the sales territory.  During this time (and also periodically throughout the year), the Salesperson is accompanied by his / her supervisor, evaluated   So-called “seasoned” Salespeople also travel with their manager periodically throughout the year.
OPEX Salespeople are required to personally support every new machine installation by providing hands-on training to the customer’s personnel.  This allows the Salesperson to better understand the customer’s requirements, and also the environment in which the machine operates.  It also provides an excellent format for the Salesperson to truly learn the products.

OPEX conducts company-wide Sales Meetings not less than twice per year.  During these sessions, Salespeople personally operate, and receive instruction in, the machines they sell.  These meetings are generally a week long, and special emphasis is placed on training and customer service.
Additionally, each Sales region discusses equipment concerns, operational issues, and customer obligations during conference calls conducted at least weekly.  Because of this process, problems stemming from inadequate training of Sales personnel are identified and addressed quickly.
Similarly, OPEX Service Technicians undergo intense training (usually in the field, supervised by an experienced technician) when hired.  OPEX also utilizes an intranet to provide product-specific training; Technicians view maintenance “lessons” and are required to take, and pass, a mandatory quiz at the conclusion of an on-line training session.

Technicians are also brought into the OPEX Home Office annually to receive hands-on training from an instructor / specialist who focuses on the product in question.  Additionally, as is the case for OPEX Salespeople, OPEX conducts company-wide Service Training Meetings not less than twice per year.  OPEX Service Technicians also assemble in their Service Regions for face-to-face interaction and instruction via gatherings called OPEX TEAM Meetings.
Finally, OPEX also has, at its Home Office, a fully-trained technical support staff dedicated to supporting OPEX Field Service Technicians 24 X 7 if the need arises.  If a Technician is having difficulty resolving a service issue, that issue is escalated to the Technical Support Team.  Ultimately, if the problem persists without resolution, the issue escalates to the OPEX Engineering Team and also Home Office Directors.

(b) Collateral Support: Salespeople can take advantage of numerous collateral materials produced by various departments within OPEX.  These materials are in addition to the information contained on the OPEX website.

Marketing makes educational materials available to OPEX Salespeople.  These help outline best practices for implementing and utilizing OPEX equipment (an example would be a customer case study; these and other materials are posted to the OPEX website, www.opex.com).  OPEX Marketing also acts as an additional interface and resource with customers by occasionally visiting them or calling with inquiries into customer satisfaction.

Both the Sales and Service organizations benefit from the fully-illustrated, comprehensive Operator Manuals produced by OPEX Technical Support.  (Customers also receive an Operator Manual with each purchase.)  In addition to the Operator Manuals, OPEX produces proprietary Service Support Manuals and other written materials that are relied upon by OPEX Services Technicians to assist them in providing services to customers.  These are updated periodically to reflect changes in the machine, as well as the latest engineering modifications.

4.4.3. If a Participating Entity files a complaint about an authorized dealer due to customer service issues, lack of inventory, poor design service, late deliveries, incorrect billing practices, or other performance issues, describe how the Authorized Dealers/Partners/Sales and Service Provider is assisted by the Contractor in improving their performance, the Contractor’s corrective action process, and the Contractor’s process for removing the Authorized Dealers/Partners/Sales and Service Provider from the Authorized Dealers/Partners/Sales and Service Provider list  if they fail to meet the requirements, including the criteria that would warrant a removal or replacement of an Authorized Dealers/Partners/Sales and Service Provider.

As noted in Section 4.2 above, OPEX does not have a dealer / partner program for the proposed OPEX products; sales and service are delivered and performed through direct OPEX employees.  That said, and in the context of utilizing a direct sales and service organization, OPEX interprets this Section to be requesting information about what steps OPEX takes to correct a deficiency in performance by Sales and Service personnel.

As noted in OPEX’s response to Section 4.4.1 above, all OPEX employees are reviewed on an annual basis, and sometimes more frequently if the situation warrants.  To the extent deficiencies in performance are noted, an employee’s bonus payments could be suspended, a Performance Improvement Plan (PIP) could be implemented, and ultimately – if performance does not improve – employment could be terminated.

As further indicated above, OPEX management personnel maintains a relationship with OPEX customers.  If for any reason a Participating Entity finds the performance of an OPEX employee (whether in Sales or Service) to be objectionable, the Director of Sales (if a sales issue) should be contacted, or the Director of Field Service (if a service issue).  Contact information for these individuals is contained in the Offeror Response Form – Key Personnel.

In the event OPEX fails to meet the expectations espoused by the Participating Entity, members of both parties’ senior management teams shall meet (either in person or via telephone, as the parties may agree) as soon as possible to discuss the nature of the deficiency and to outline a corrective action plan that will be implemented by the respective parties. Based upon the results of these discussions, OPEX will provide the Participating Entity with a written report detailing the nature of the deficiency (if any), as well as its plans for meeting the expectation in the future.
Finally, OPEX affirms that it shall only employ such competent and qualified personnel as may be required to perform any work that flows from a Contract award granted pursuant to this Solicitation.  A Participating Entity shall have the right to require the removal of any of OPEX's personnel from its site if in the reasonable judgment of the Participating Entity such removal is in the Participating Entity’s best interests.  Any of OPEX's personnel judged unsatisfactory by the Participating Entity shall be re-assigned and other qualified OPEX personnel assigned to the work at no additional cost to the Participating Entity.

4.4.4. Provide a list of all your Authorized Dealers/Partners by State, in a document including the following Information.

4.4.4.1. State
4.4.4.2. Authorized Dealers/Partners/Sales and Service Provider Name

4.4.4.3. Authorized Dealers/Partners/Sales and Service Provider Address

4.4.4.4. Single Point of Contact 

4.4.4.5. Title

4.4.4.6. Phone Number

4.4.4.7. Fax Number

4.4.4.8. Email address

4.4.4.9. Web address (if applicable)

4.4.4.10. Geographic area of coverage in each state for each dealer 

4.4.4.11. Product lines each dealer is authorized to market

Offeror Response –Provided response in document titled: Offer Response Form – Authorized Dealers/Partners/Sales and Service Provider List. 

Please see OPEX’s response under 4.2 above.
5. Good Standing

5.1. The Contractor and Authorized Dealers/Partner must be in good standing with trade associations, certification boards, or other regulatory agencies.  Disclosure of any alleged issues, investigations, and/or citations is required.  Provide information regarding on-going or past bankruptcies or reorganizations within the last five (5) years with your proposal submission. The MPA Contract Administrator reserves the right to request more information or to take further action based on information received.  

Offeror Response:  OPEX is in good standing with trade associations, certification boards or other regulatory agencies and has not had any bankruptcy proceedings and/or reorganization.

6. Customer Service

6.1. Describe in detail the process that your firm utilizes to track and respond to issues and concerns from both the Authorized Dealers and the end user. 
Offeror Response:  The following is OPEX’s Service Escalation Procedure for handling service related issues.  For sales related issues, please refer to our response under 3.3 above.
PURPOSE
The purpose of this Escalation Procedure is to ensure that the customer is provided with the very highest level of maintenance service possible.  It is understood that the electro-mechanical nature of the equipment and the imperfections of the material being processed by the equipment, along with operator error, dictate that equipment failure will occur.  However, this escalation procedure shall specify the procedures that OPEX will follow when a particular piece of equipment does fail, so that any equipment downtime is minimized, thereby maximizing the productivity of customer’s sites.

SCOPE

This escalation procedure covers the equipment specified in this response.

(NOTE: This Escalation Procedure is contingent upon customer’s continued payment of maintenance service fees to OPEX, and fulfillment of any and all other material terms and conditions specified in the Agreement by and between the parties.  The sites and hours of coverage are subject to change in conjunction with any changes in the maintenance agreement.)

RESOURCES
OPEX has an extensive Maintenance Service infrastructure.  The first line of maintenance service consists of highly trained and knowledgeable field technicians who shall work directly with customer’s Site personnel.  The field technicians are supported by multiple resources housed at OPEX’s World Headquarters.  The importance of providing top quality maintenance service is understood by OPEX, which is why equipment failure is monitored by the highest levels of OPEX’s management, including the President and CEO.  The resources devoted to maintenance service include the following:

· Worldwide Network of Field Technicians

· Worldwide Network of Regional Service Managers

· Technical Support Representatives – trained with expertise on particular OPEX Equipment

· Technical Support Managers

· National Service Manager dedicated to Maintenance Service

· Director of Field Service dedicated to Maintenance Service

· Fully automated Technical Support System – accessible by Vendor management level personnel via the OPEX network

EQUIPMENT FAILURE RECOGNITION

The resolution procedures specified in this escalation procedure shall be triggered when a particular piece of equipment is declared “DOWN”.  A piece of equipment shall be declared DOWN upon the occurrence of either of the following two (2) scenarios:

(i) When in customer's judgment the equipment is not operating to its expectations and customer relinquishes use of the equipment for repair or adjustment.  Equipment failing to operate to the specifications published by OPEX, but continuing to be used to process live mail, shall not be considered DOWN.

(ii) When the on-Site OPEX Field Technician (“FT”) has the Equipment for repair or adjustment.  This specifically excludes any scheduled preventative maintenance being performed on the Equipment.

RESOLUTION PROCEDURES

Once a particular piece of equipment is declared DOWN, the procedures outlined below will be followed until the equipment failure is resolved in its entirety.  At all levels of the resolution procedure, the FT and/or the Regional Service Manager (“RSM”) shall be responsible for communicating to Customer the status of the resolution.  

LEVEL I

A customer call to Technical Support placed during the contracted hours (7AM – 3PM, M-F, excluding OPEX holidays) of maintenance service coverage concerning any equipment failure shall initiate the following:

For Extractor Equipment:

:

· Within 2 hours a FT acknowledges the call.  (If a FT does not respond within 2 hours, the RSM) shall be paged and will facilitate a response.)
· Within 6 hours of the FT’s initial dispatch, one of the following will occur:
(i) The failure is resolved.
(ii) FT identifies that the failure can not be resolved within two (2) hours, and the FT notifies their RSM and World Wide Headquarters, thereby entering the failure into the Technical Support System (“TSS”).  The Equipment failure is automatically elevated to Level II.
(iii) The problem remains unresolved and the Equipment failure is automatically elevated to Level II.
In the event of either scenario (ii) or (iii), it is requested that the FT not be unreasonably held at the Site to correct the Equipment failure if the failure is not critical to the processing requirements, in customer’s reasonable discretion, or if the part required to resolve the failure is not available from local sources and needs to be shipped via overnight delivery.  In the event maintenance service is postponed until the next business day, the FT shall report to the site promptly at the start of the next scheduled shift of maintenance service and provide an update concerning the status of the resolution.  Pending receipt of the part, and depending upon the action plan agreed upon between the parties, the FT shall report to the Site and complete the repair that had been delayed from the previous day.
LEVEL II

Upon an equipment failure being escalated to Level II, a Technical Support Representative (“TSR”) will be assigned to the particular failure.  TSRs are located at OPEX’s World Wide Headquarters and are assigned based upon their specialized expertise with regard to particular types of Equipment and Equipment failures.  The following steps will be taken by the TSR once they are assigned to an Equipment failure:

· TSR will work with FT to resolve the problem.

· TSR will provide a “Management Update” for any problem entered into the TSS approximately every 6 hours.  The Management Update is broadcast directly to all RSMs, as well as management located at the World Headquarters.

LEVEL III

An Equipment failure will be escalated to Level III upon any of the following:

(i) RSM’s request (which can be made at any time).

(ii) The Equipment failure is not resolved within 8 hours of being escalated to Level II.

Upon escalation to Level III, a Technical Support Manager (“TSM”) shall be assigned to the equipment failure.

· Any equipment failure not resolved within twenty-four (24) hours of being entered into the TSS shall be reported to the National Service Manager.

· Any equipment failure not resolved within forty-eight (48) hours of being entered into the TSS shall be reported to the Director of Field Service.

6.2. The Contracted Supplier or Authorized Dealer must have one lead representative for each Participating Addendum.  Contact information shall be kept current.

Offeror Response –Provide response in document titled: Offer Response Form – Authorized Dealers/Partners/Sales and Service Provider List.

Yes, OPEX has included a list of OPEX representatives for each State as provided in the Authorized Dealers/Partners/Sales and Service Provider List.  Please refer to OPEX’s response under 4.2 above.

6.3. Customer Service Representative will respond to all inquiries within one business day.

 Response would be that you read, understand and will comply, or to take exception 
Offeror Response:  Yes, OPEX acknowledges and agrees to this Section 6.3, subject to OPEX’s response under Section 6.4 below.
6.4. Customer Service Representative(s) must be available by phone or email, at a minimum, from 7:00 AM – 6:00 PM   Monday through Friday for the applicable time zones.

Response would be that you read, understand and will comply, or to take exception 

Offeror Response: Yes, OPEX acknowledges and agrees to this requirement.  To insure the performance of all OPEX customers’ equipment, OPEX has a fully-trained Technical Support staff who are directly employed by OPEX at our World Headquarters located in Moorestown, New Jersey.  This organization operates 24 hours per day, 7 days per week, to help minimize downtime and expedite repairs. To request support, simply call (1-800-673-9288). 

6.5. Describe the standard lead time for the following order types and describe what situations could increase or decrease the lead times for each order type: 

6.5.1. Low Volume equipment
Offeror Response:  The current delivery timeframe for the extractor category is 90 to 120 calendar days following receipt of a firm purchase order.  OPEX does not inventory our products and we build our products pursuant to the receipt of a firm purchase order.  As such, the delivery timeframe may be shorter or longer depending on OPEX’s then current production schedule.  However, the average delivery timeframe for the extractor is 90 calendar days following receipt of a firm purchase order.  

6.5.2. Medium Volume equipment
Offeror Response:  This category is not applicable to OPEX.

6.5.3. Production 
Offeror Response:  This category is not applicable to OPEX.
6.5.4. Accessories
Offeror Response:  This category is not applicable to OPEX.
6.5.5. Furniture

Offeror Response:  This category is not applicable to OPEX.
6.5.6. Supplies

Offeror Response:  This category is not applicable to OPEX.
6.6. Describe in detail the escalation plan between the Authorized Dealer and Manufacturer.
Offeror Response:  This category is not applicable to OPEX.  Please refer to our response under Section 4.2 above.
4.5 Legal and Regulatory Actions

6.6.1. Contractors shall fully disclose their involvement in any legal proceedings, lawsuits or governmental regulatory actions and any contractual demands for assurance regarding their provision of similar services, pending or occurring in the last five (5) years. We are only looking for information that can be legally obtained.

Offeror Response:  OPEX has not been involved in any legal proceedings, lawsuits, or governmental regulatory actions and any contractual demands for assurance regarding the provision of similar services pending or occurring the last five (5) years.  
7.  Environmental 

7.1. While some participating states may have environmental initiatives, others do not, as such, States with environmental concerns and initiatives will address these issues through the Participating Addendum process.  

7.2. Has your firm made a public commitment to environmental sustainability?  If so, provide details for the following

7.2.1. Description of the measurements that are employed and how they are reported.
Offeror Response:  In addition to the implementation of OPEX’s paper, plastic and can recycling program in 2010, OPEX announced our plans to install over 9,000 solar panels at its two facilities during the spring of 2011, resulting in one of the largest solar panel projects for a privately held company in the state of New Jersey. In the spring of 2011, H2 Contracting, LLC, will be installing the panels on the roof at both facilities, as well as, solar parking canopies in each parking lot.  Additional ground-mounted panels will be placed on property between the two buildings.  The systems will generate 2.5 million kWh a year, which is enough energy to power approximately 1500 homes per year.
7.2.2. Name(s) and title(s) of staff that are specifically dedicated to the firms’ public commitment to sustainability.
Offeror Response:  Please direct all questions and/or inquiries regarding OPEX’s 9,000 solar panel project to Mr. David Andrews, OPEX’s Facilities Manager and he can be reached at 856.727.1100 or via e-mail at dandrews@opex.com.   Mr. Andrews will then subsequently relay your questions and/or inquiries to the appropriate OPEX representative.
7.2.3. List all environmental third party certification programs that your firm has achieved and the level of compliance.
. 

Offeror Response:  OPEX has not obtained any environmental third party certification.  We will begin the process of obtaining LEED certification following completion of the 9,000 solar panel project.  
7.3. Has your firm had any breaches of environmental, health, or safety standards within the past 12 months? This includes fires, explosions, industrial accidents, hazardous releases, or other health and safety incidents at any of the firm’s facilities.  If so, provide details (including but not limited to date of event, quantitative extent of damage, environmental effects, and corrective action plan and success rate) of all breaches.  

Offeror Response:   OPEX has not committed a breach of the environmental, health or safety standards within the past twelve (12) months.
7.4. Confirm your acceptance to maintain for the term of this Agreement, and all renewals/extension thereof, programs as described in the response to the RFP.

Offeror Response:  OPEX will agree to maintain the sale and service obligations as provided in this response, subject to the prices as provided in this response.
7.5. Buyback/Trade in – Contractor shall describe the buyback/recycling program offered by your firm.  Please detail the formula used to determine the value of the used equipment and all other facets of the program.

Offeror Response:  OPEX agrees to offer a trade-in credit of our legacy OPEX Model 50 and/or Model 51 extractor products under a one–for-one trade-in basis and the trade in credit is contingent on the end user purchasing a new OPEX extractor.   The current 2011-2012 trade-in credit, per unit is $500.00 for the OPEX Model 51 extractor and $200.00 for the OPEX Model 50 extractor.  The trade-in credit of the legacy Model 50 and/or Model 51 extractor products will be applied toward the purchase of a new OPEX Model 72 product.  The trade-in credit for the OPEX Model 50 and Model 51 will be subject to change on January 1, 2013.  Immediately upon delivery of the newly purchased OPEX extractor, OPEX will de-install, disassemble and remove the legacy OPEX Model 50 and/or Model 51 extractor at no additional cost to the end user.
8. State of California Environmental Language

8.1. Toxics in Packaging

All packages offered during the life of the contract shall be in full compliance with all requirements of the Toxics in Packaging Prevention Act. See http://www.dtsc.ca.gov/ToxicsInPackaging/index.cfm for detail. 

Upon request by the State, the awarded supplier shall provide a Certificate of Compliance.

Offeror Response:  This is not applicable to the OPEX extractor product that is being offered under this Solicitation.
8.2. Packaging Materials

Contractors utilize biodegradable shall comply with ASTM 6400-00 Standard and/or compostable packaging materials shall meet ASTM Standard Specifications for Compostable Plastics D 6400-04.

Contractors utilize paper products for labeling, packaging, or catalogs etc., are to be processed chlorine free (PCF). And or Contractors offer paper and wood products (i.e. labeling, packaging, catalogs or wood pallets) are to be produced from a company participating in a forest stewardship program where the forest is managed to conserve biological diversity, natural resources and maintain a thriving ecosystem.

Packaging materials are to contain post consumer recycle content (PCRC) when feasible to meet State Agency Buy Recycled Campaign (SABRC). See http://www.calrecycle.ca.gov/BuyRecycled/StateAgency/Requires.htm for detail.

Offeror Response:  OPEX is not offering any paper and/or wood products pursuant to this Solicitation and, therefore this Section 8.2 is not applicable to OPEX.
8.3.  End-of-Life Management

Contractor shall offer a “Take-Back” program.  The Take-Back Program shall be for office equipment purchased under this contract and any other state-owned office equipment that have reached the end of their useful life during this contract period.

Take-Back Program minimum requirements:

The take-back program shall be offered at no cost to the State and include all costs for transportation, labor for pickup etc.

Office equipment collection shall be within 30 calendar days of an agency’s written notification.

A report listing the number of office equipment recycled/refurbished per month by each individual agency shall be sent semi-annually to the State Contract Administrator.

Contractors shall submit a detailed written Take-Back Program plan, addressing the following items at a minimum:

Offeror Response:  Immediately upon delivery of the newly purchased OPEX extractor Model 72), OPEX will de-install, disassemble and remove the existing OPEX extractor (Model 50, and/or Model 51) at no additional cost to the end user.  In the event the removal of the legacy OPEX products is not associated with the installation of a newly purchased OPEX extractor, then we will exert all reasonable efforts to remove the legacy OPEX products within thirty (30) calendar days or at a date that is mutually acceptable to both OPEX and the end user.

8.3.1. Collection – How the contractor will collect the office equipment.

Offeror Response:  Immediately upon delivery of the newly purchased OPEX extractor (Model 72), OPEX will de-install, disassemble and remove the existing OPEX extractor (Model 50, and/or Model 51) at no additional cost to the end user.  In the event the removal of the legacy OPEX products is not associated with the installation of a newly purchased OPEX extractor, then we will exert all reasonable efforts to remove the legacy OPEX products within thirty (30) calendar days or at a date that is mutually acceptable to both OPEX and the end user.

8.3.2. Packaging and Shipping Instruction – shall include Packaging and shipping instructions and but not limit to the following:

a. Contractor shall provide packaging material.

Offeror Response:  OPEX will bring its own materials to package the legacy OPEX product(s) as part of the de-installation process.  

b. Shipping papers, address and return labels etc.

Offeror Response:  This requirement is not applicable to the legacy OPEX products.
c. Procedures to notify contractor of pickup.

Offeror Response:  Please contact the appropriate OPEX sales representative as set forth in the Authorized Dealer/Partner Sales and Service Provider Response Form regarding the removal of the legacy OPEX products.  

8.3.3. Authorized Person(s) and/or Company – Identify the person(s) and/or company authorized to pickup, transport and accept office equipment.  Contact information phone number and address should also be provided.

Offeror Response:  Please contact the appropriate OPEX sales representative as set forth in the Authorized Dealer/Partner Sales and Service Provider Response Form regarding the removal of the legacy OPEX products.  

8.3.4. Waste Management – Describe waste management plan including end-of-life disposal method(s).  If employing recycling/refurbishing options, contractors shall include the name, address contact name and phone number of the recycling/refurbishing facility.

Offeror Response:  OPEX will ship the legacy OPEX products back to its World Headquarters located in Moorestown, NJ.  
8.3.5. Recycle Facility and/or Business Name and Address – Identify name, address, contact name and phone number of the facility performing destruction services.

Offeror Response:  OPEX will ship the legacy OPEX products back to its World Headquarters located in Moorestown, NJ.  
Note: the State of California reserves the right to choose whether the contractor’s proposed solution to this requirement will be utilized by the State of California.
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