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	Offeror Questionnaire – 

Methodology
	STATE OF ARIZONA

	
	
	Agency:      Arizona Dept. of Administration

                   State Procurement Office (ADOA/SPO)

	
	
	Customer:  WSCA participating states; AZ Statewide

                   (state agencies & cooperative partners)

	Description:  WSCA Software Value-Added Reseller
	



Instructions: Complete each item, using attachments where necessary.  Attachments shall indicate the item number and heading being referenced as it appears below. Label your response "Questionnaire-Methodology-companyname" and indicate each question number as it is being addressed.  Your narrative response is limited to twenty-five (25) pages, 8.5" x11", with one‑inch margins and no smaller than Times New Roman number 12 or Ariel 9 font.  Attachments are not included as part of this total.  All materials must be in electronic format that can be received by ProcureAZ, the State of Arizona’s electronic procurement system (see Special Instructions.)  ANY NARRATIVE LANGUAGE RECEIVED IN EXCESS OF THE PAGE QUANTITY INDICATED WILL NOT BE CONSIDERED AS PART OF THE PROPOSAL.  

METHODOLOGY 

1.
Assume you recently received a contract as the sole Software Value-Added Reseller in a State (serving that State and its cooperative partners).  Further assume:  the State has multiple state agencies and multiple municipalities using that State’s contract; the State and cooperative partners have separate volume license agreements and existing perpetual licenses; the State has an existing contract with a personal computer (hardware) provider which provides equipment already loaded with basic distributed software products.  

· DESCRIBE the actions you would take to establish yourself as that State’s SVAR, with the central procurement office, and with individual using entities (e.g., a state agency and a coop partner such as a city).  

· DESCRIBE how those actions may be modified if your contract were the first SVAR contract for that State. 

· DESCRIBE your outreach to State and Cooperative Partner users.   

SHI Response:

SHI has extensive experience implementing statewide contracts as the sole Software Value Added Reseller.  We understand the intracacies in implementing the statewide contract, with multiple state agencies and municipalities.  We have recently been awarded a number of new State-Wide Contracts and have implemented support and service plans to meet the needs of the State, while supporting each indivual agency, city, county, township, school district and higher education institution.  See SHI’s response to Offer Questionnaire – Qualifications for a list of our new contract wins.

SHI's Implementation Timeline is very straightforward and in most cases, we expect that the customer can begin placing orders with SHI within 2-4 weeks of the contract award, depending upon the individual Publisher Timelines for officially changing the State's reseller on the Volume Licensing Agreements.

While SHI will need information from the various states in order to fully implement the contract and to ensure that we are providing high quality customer service from contract start-up, the tasks for the State are limited.

Account Management & Training—SHI will identify the members of the Account Team--both Account Executives and Inside Account Managers and will provide training on the contracts and the individual state requirements.  When needed, we will hire additional Account Executives in your state to cover all the Government and Education entities.  SHI’s Account Executive(s) will meet with the State Procurement Office and/or Administration Office to set the timeline and discuss specific procurement and policy intitiatives designed by the State.  Ex.  Centralized Procurement Policies and Dollar Values, State Specific Software Volume Licensing Agreements, Volume Licensing Key Codes, Enterprise Level Agreement and Bulk Purchases, Authorization Processes, Contract Document Signatories and Processes, Website Review and Discussion, Communication of SHI and the SHI Account Team, State IT Events and Tech Days.  SHI’s Account Executive(s) will work directly with the State to ensure the completion of the website and document procedures and policies for the SHI Inside Sales Team.  SHI’s Account Executive(s) would also meet with State Agencies, Cities, Counties and Municipalities to better understand their goals and objectives, purchasing policies, agreements established at the local level, volume licensing management and key code/order confirmation distribution policies.  SHI’s Account Executives regularly meet with individual entities to discuss their purchase history and volume licensing agreements.  We have established a Customer Business Review designed to inform agencies about their purchasing history and identify opportunities for consolidation or use of pricing agreements.

Licenisng Programs—SHI will gather and provide the paperwork and/or procedures for transitioning the reseller on each of your Volume Licensing Programs.  The States will need to complete the paperwork as required and SHI then work directly with the Publishers to ensure smooth transition.  Your SHI Account Executive will hold meetings with the Publisher Reps for your State and discuss the State’s current and future business iniatives.  SHI understands the relationship between the State, Publisher and Reseller and we believe that open communication among all three parties is the best strategy to meet the needs of the State.  SHI will set up meetings with key Publishers and the State to discusss purchase history, program changes, and promotions.

When SHI is involved in setting up a new SVAR Contract with a State, we follow the same processes and procedures, except additional analysis would take place to assist the State in understanding the different contracts available and the cost savings between the various Publisher Agreements.  SHI would spend additional time in educating the State on the Various Software Volume Agreements, and assisting the State with the Contract Paperwork necessary to sign the Agreements.  SHI’s Software Licensing Team would be fully engaged with the Account Executive and the State Procurement Officer and Contract Administrator to ensure a smooth process with their Licensing Agreements and assist with the following: 

· Contract Negotiation and Support
· Program requirements and review

· Impact/cost analysis

· Price validation

· Best-practice recommendations

· Organization-wide training, education, reporting and milestone tracking

· Performance metrics and customized reporting

· Worldwide standardization of contract compliance

· Expiration Tracking and renewals notification

· Maintenance, Subscription and Support

· License Confirmations and proof-of-purchase documents

· Cost-Savings, cost-avoidance analysis

· Allocation and tracking of pre-paid software license agreements

· Electronic Software Distribution

· Media duplication and distribution

New Vendors—SHI adds vendors and products to our databases every day.  Upon award of contract, SHI will work with each of the publishers in the Questionaire – Quals-Rep Publishers document with whom SHI does not have an established relationship.  We expect that the publishers will have varying policies and requirements for SHI.  Typically, our Contracts Specialists will review the required terms and complete the credit applications.  A member of SHI's Emerging Partners Group and representatives within SHI's Purchasing Department will establish the vendors in SHI's vendor database.  The members of your Account Team and SHI's Catalog Team will work together to add the products to your customized on-line product catalog.  If necessary, your Account Executive will forward any paperwork as required by the Publisher to transition the reseller to SHI.

Web Site—SHI will create the custom product catalog according to the contracted pricing and the State requirements for product inclusion.  SHI will also offer training sessions and advertise the available sessions to State contract users.  

Introductions & Marketing—SHI will establish a marketing plan for the contract to ensure maximum participation.  We will work with the indivudal states on appropriate venues for these marketing initiatives.

SHI's transition plan provides for a smooth and seamless transition for the States included in the WSCA agreement.

2.
Contractor is required to provide a website for each participating state.  Describe the website you would establish for a State and that website’s functionalities or special features.  You can supplement this response with illustrative page shots (no more than 10) from one of your existing websites.  Please address, at a minimum:      

· Home page appearance and information

· On line tutorials 

· Product catalog (include searchable fields, which products you would include, how VLA information is provided)

· Links

· Downloadable standard reports, if any.  Include how information is controlled and sorted (e.g., how can Tempe, AZ obtain only their information, how can Procurement Officer of contract obtain a purchasing profile for users and volume in State).  

· How website is monitored, kept current and accurate

SHI Response:

SHI.COM , SHI’s web-based procurement platform, provides the latest in functionality and the greatest in user-friendly interface.  Taking advantage of leading edge search, navigation, and merchandising capabilities, SHI.COM also offers functionality designed specifically for business-to-business functionality.  This includes innovative Custom Catalog capabilities, which dynamically filter product offerings to provide SHI clients with personalized views of product information.  SHI clients can easily find and compare SHI's products, and SHI can deliver a differentiated customer experience that simplifies purchasing, encourages repeat business, and boasts key metrics like frequently viewed products and contract or standard items.  We provide tremendous customization and seamless workflow that meets your unique needs.

Public Sector Site

SHI provides customized pricing based on government and education discounts.  Users can access their catalog by selecting their segment and State or through a direct link to that State’s Website.  Ex. www.publicsector.shidirect.com/slg/az will take a user directly to the State of Arizona State and Local Government website.  SHI will create a WSCA SVAR Contract Catalog based on our Contract Pricing, which will be accessible on the State’s Website through a Contract Drop Down Menu.  This Contract Catalog will be based on each State’s Software Volume Licensing Agreements.  Ex. State of Arizona has an Adobe CLP Level 3, while State of Utah has an Adobe CLP Level 1.  SHI would create each State’s Catalog based on the Volume Licensing Agreements negotiated and signed by each state, but applying our WSCA SVAR Cost + Markup included in our RFP Response to each Adobe Program.
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State Website

In additional to the Contracts Section of the Main Page, each State’s website has additional information about that State’s relationship with SHI.  We have added Informational areas of the website to enhance our site for the individual agencies to gain important information about the contracts:  Account Team, News, Events, Newsletter, Quick Links and Contract Information.  These areas of the website are populated with specific information for your state, as well as general SHI information.

Your Catalog

With thousands of manufacturers represented, your product catalog is fully customized to reflect contracted pricing available through SHI, as well as special pricing programs for which you are eligible, such as licensing programs or other volume programs.

SHI understands the importance of Contract Purchases to State and Local Government.  We have added by the Contracts Drop Down box, and the following Contracts Identifier to all Contract Parts within your Catalog.  This Contract Identifier displays a blinking Orb, and the Contract Name and Number so that agencies will know which items are part of which contract they are using.  As most States have multiple contracts for Software, Hardware and Services, SHI’s website identifies each item within the contracts and allows the state to compare the same item that may be part of multiple contracts.  Ex.  The State of Texas website in the screen shot below contains the Websense Hosted WebSecurity item in two Contracts:  DIR and Tips/Taps available to purchase.  The details page for this item would show the pricing details for each contract so a purchaser would have the ability to choose the lowest price item on contract.
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Top Products lists those products that have been purchased for your organization within the past thirty days.  Featured Brands offers a drop down menu to view products for a specific manufacturer.  Recommended Products are those that SHI is highlighting for you.  The items featured on the web site can be customized for Sensata, based on those products you purchase from SHI.

Search

Our robust catalog search functionality will be familiar to frequent Internet users.  SHI has invested heavily in our Search Functionality, and continues to make improvements based on our users experience, new technologies, and our customers’ requests.  A user would search for products either using the Search Box, or the Product Category Tool, then sort or refine your search to locate the product you want.  For our Software Volume License Agreements, we have added additional Filter Options to assist our customers in finding the product they are searching for:  Platform (MAC, WIN, Linux, etc), Software/Distribution Media (CD ROM, DVD, etc), Software/License Type (License, Media, Product Upgrade License, Product Upgrade Package, Upgrade License, Version Upgrade, etc), Software Licensing Program (Adobe CLP, Adobe TLP, etc), and Point Value.  We have also included the Contract Number Field as a Filter Option for our Government Users.
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Browse

SHI.COM provides an easy to use and intuitive browse feature to drill down through product categories.  Once you have reached the final drill-down level, use the options described above to refine the results.  

Quick View of Inventory Information

SHI.COM provides inventory information directly on the search results page—no need for additional mouse clicks to know if a product is in stock!  “In Stock” is displayed when inventory is abundant.  When the inventory is low, SHI suggest the customer “Call” your Account Team to ensure that the current inventory is not already committed.
View Product Details

[image: image4.png]Product Details

Microsoft Office PowerPoint 2007 - complete package

[t | e vt | e socesrs |

ot

o

pratpe

Generat
Category.

‘Subcategon:
Langusge(s)
Software.
UcenseTpe:

License aty:

Lcense Prcng
Piatom-

Oisibuton eda:
package Tipe:

System Rocqurements.
08 Requres:

Sotuare Requremerts
PerpheaiIntertace

s
e

Gttt [ O [ °*

Ofice PowerPoint 2007 gies peple 3 powerulsollon to address her presertation needs by making it easier
10 creste impressive and Gyamic reseniahons Quick. AS & resul cusiomers save Sme when formalting and

creatng sides, 50 hey canfocus on the quay ofhe content.

| Gonea informaton | Oveve: | Mo speoatons | Exended soecears |

offce appcatons
Ofce appcatons - resentaton
Engisn

Complete package
1pC

Stancars
Windows
co.RoM

Retal

Microso Windows Server 2003, WicroscR Windows XP SP2 orter
Intemet Explore 60
CO.ROM SVGAmentor




Add Products to the Shopping Cart

From here, a user who has not yet logged in can manage the items in the shopping cart, continue to shop, or finalize the purchase (if the user clicks “checkout”, SHI.COM requires the user to log into the system).  If the user has logged into SHI.COM, he is presented with the additional options to save the items as a quote or to send the shopping cart to your SHI Sales Team to obtain an “official” SHI quote.
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Saved Quote

The saved quote remains valid on SHI.COM for thirty days.  At any time within those thirty days, the user can change/add to the items saved in the quote or send the contents of the quote (with saved pricing) back to the shopping cart to finalize the purchase.  
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Checkout Process

SHI provides an easy to use Checkout Process that can be customized to your specifications:

· Users can save addresses to an address book for easy selection of the appropriate ship-to address

· Custom Data Collection—we will create fields where we can collect the information you need about the purchases your employees make—department, project code, cost center, etc.

· For our Terms Customers—enter a PO number and for our Credit Card Customers—use the security of PayPal to complete your purchase

· See the freight and estimated taxes based on the shipping address entered
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Order Status

Obtain order status information and tracking details for the orders that you process with SHI.  SHI.COM provides a wide range of search options to quickly and easily locate the order in which you are interested.
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Reporting

The user’s ability to run reports via ReportFactory is based on permissions assigned to the user names; so only authorized users within the State will be permitted to run reports.  Additionally, the accounts are established so customers associated with a local entity can only view and report based on their accounts, but the Statewide Contract Administrator can run reports across all customer accounts.  You can run the report yourself, or a member of your Account Team will run the report for delivery directly to the requestor.  

SHI provides a report request form on our web site.  The user will select the report type, the date range for the report, and will enter the Email address for delivery, up to an unlimited number.  In addition, he will select the format in which he wants the reports, i.e. Microsoft Excel, html, tab delimited text file, or fixed width text file.  Once the form is complete, our server will run the report and send the Email with an attachment in the requested format.  Our web-based reporting tool delivers 95% of all reports within 5 minutes.

In addition, SHI supports report subscriptions.  The user can request a report once for delivery at regular intervals.  Most corporations have a standard set of reports that are required monthly, weekly, or even daily or quarterly.  The user can select the report parameters once for delivery at the selected interval forever, or until the subscription is removed.  Typically, users select report subscriptions to run in the middle of the night, so it will be waiting in his inbox for the morning.
3.
Describe your method for tracking software licenses and ensuring that Participating Entities (PE) receive timely notifications of renewals or are advised of volume agreements opportunities or vulnerabilities, etc.  Please address, at a minimum:  

· The standard sort-able data fields you establish for these records

· The information you track on behalf of Participating Entities.  

· How reminders of significant dates or volume plateaus are triggered and how your organization, as a partner with a PE, works with the PE to ensure no deadlines are missed or opportunities unexplored.  

SHI Response:

SHI has established itself as the most effective license provider in the industry.  Our software procurement consulting services combined with robust Software Asset Management (SAM) tools make it easy for the State to choose the licensing programs that are right for you and to effectively manage them.  

Detailed & Accurate License Tracking:  

Our tracking abilities will relieve your burden of managing your purchases.  We understand that without the processes and checks and balances that we have in place, the opportunity for error in tracking license purchases is tremendous.  SHI’s license tracking system and workflow have been automated to enforce purchasing rules and to minimize errors.  

The process begins with the creation of part numbers within SHI’s system.  Each of SHI’s SKU numbers have various attributes associated with them—among them are Product Type, Manufacturer Name, Program Name, Program Level, and Pool.  These attributes trigger the license purchase process within our order entry system.  So, our system knows that products that have Types of “License Only”, “Maintenance Only”, or “License with Maintenance” are non-deliverable items.  In addition, each SKU is identified according the manufacturer name, Licensing Program name, Purchasing Level, and Pool, as applicable.  An example is Manufacturer=Microsoft, Licensing Program=Select Plus, Purchasing Level=D, Pool=Systems.  The price for this SHI SKU will always reflect the current price for the product purchased under the Microsoft Select license at purchasing level D.

The next step within the process is to identify those customers within our order entry system who have License Agreements.  Once the contract has been processed with the manufacturer, the SHI Licensing Representatives link the customer’s account key in SHI’s order entry system to the appropriate licensing agreements, including the contract number, enrollment number, purchasing level, the anniversary dates, and the maintenance dates.  The customer’s Account Executive works with the Licensing Representatives to ensure that all contract data is accurate.  By identifying this information at the account level, SHI ensures the accuracy of our data capture and reporting to both the customer and the Software Publisher.  

Once those steps have been completed, your SHI Inside Account Manager can process orders within SHI’s systems.  Using the data described above, SHI’s order entry system compares the customer account to the SHI SKU and validates that the order is being entered correctly.

Once the order entry system has verified the data, it will present the IAM with the appropriate agreement and enrollment numbers for that customer.  The IAM simply selects the correct agreement and enrollment, eliminating the opportunity for a data entry error.  In addition, the system will populate the appropriate price for the customer’s purchasing level, again eliminating the possibility for invoice errors.

Additionally, Maintenance Expiration Dates are tracked, to give prompt, pro-active notification to the State for Maintenance Renewal purposes.  SHI supports and can track Maintenance Programs that have co-terminus expiration and are pro-rated, or non co-terminus programs.  Maintenance Tracking and Renewal Notification is implemented for all Programs or Maintenance purchases made through SHI, whether supported by a Volume License Program, or other maintenance program.

SHI’s License Tracking System, combined with the knowledge and experience of our Inside Account Managers, ensure that the State’s orders are processed and reported to the manufacturer accurately.  If a customer submits an order to SHI for a product under the incorrect licensing program, your Inside Account Manager will work with the customer to correct the order.  In addition, if the customer submits an order for a license that is covered under an Enterprise-type Agreement, your Inside Account Manager will explain to the end user that he is already licensed and how to obtain the media or a download of the product.  the State can rely on SHI’s expertise with Volume Licensing Agreements to guide your end users through the process.

Reporting

SHI prides itself on its reporting excellence and flexibility.  We have developed standard reports that meet the needs of most of our customers.  If the State has additional reporting requirements, SHI will develop custom reports, as we have for some of our largest customers.  SHI never charges for the reports we provide, both standard and custom.

SHI fully understands your need for flexibility in reporting, as well as your need for reports from the highest organizational level to the most granular.  We have created our databases to remain flexible enough to be able to incorporate any organizational structure and to provide reports on any level within the organization.  We begin with the most granular reporting level, this can be by division or by bill to or by another criterion specified by the State.  SHI then groups the ordering units into the next level within your organization.  The entities within that level will be grouped to form the next reporting level, and so on until we reach the enterprise-wide level.  In addition to providing reports based on the organizational levels within the State, SHI also provides reports based on any combination.

The following lists the standard fields that are available in a detailed report:

	Customer Name
	Manufacturer Name 
	Manufacturer Part Number

	Product Description 
	Version
	Operating System

	Media
	Language
	Product Type

	License Program
	License Pool
	License Level

	License Point Value
	Maintenance Term
	Maintenance Time Remaining

	UNSPSC Number
	UNSPSC Segment
	UNSPSC Family

	UNSPSC Class
	UNSPSC Commodity 
	Order Date

	SHI Order Number
	Invoice Number
	Ship Date

	SHI Part Number
	Quantity
	Unit Price

	Extended Price
	Customer PO
	Ship to Company

	Ship to Address
	Ship to City
	Ship to State

	Ship to Zip Code
	
	


SHI’s reports are available on a quarterly and monthly basis, as well as ad hoc—you choose the timeframe.

Software Licensing Reports

With an emphasis on flexible, robust reports, SHI has established itself as the most effective License provider.  Our capabilities will relieve the State of the burdensome requirements of these agreements.  These reports can consolidate all of your license agreements, or focus on a single program. 

· Entitlements Report - Perfect for the Contract Administrator, the Entitlements Report summarizes the customer’s licensing agreements, anniversary dates, and end dates.

· Contract Invoice Detail—provides a summary of your purchases per licensing program for contract milestone comparisons—by point value, quantity, or dollar value, depending upon your contract terms.

· Maintenance Renewal—provides advance notice when maintenance purchases are expiring.  This report is available in any timeframe that you request (i.e. 30 days or 60 days in advance), to provide you with enough time to budget your renewals, evaluate which renewals are necessary and which are no longer in effect, and to place the renewal order with SHI.
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Managing the Contract Terms & Renewals

Entitlement Management System (EMS):  SHI tracks your agreement information through EMS, which is linked to SHI’s order entry system and is accessible by the State through SHI.COM. EMS tracks the agreement numbers; enrollment numbers; the program, level, and pools associated with the contract; agreement start date; agreement end date; and any anniversary dates with the actions that must be taken on the anniversaries.  
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Your Account Executive can run reports based on this information in order to provide action notices to the customer.  In addition, SHI uses this information to insure that your orders are entered accurately and that the pricing is correct.  If your Inside Account Manager attempts to process an order at the incorrect pricing level, SHI’s order entry system will not allow the order to process until the correction is made.  This tool makes it easier for the members of your Dedicated Account Team to share information and ensures that the customer is always receiving accurate information from SHI.  This information is available to the State through Your Home @ SHI.COM.
Polaris Renewal provides on-line contract & task reminders, milestone management, and an easy to use calendar timeline.  
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4.
Describe standard reports which you can generate for a PE (other than downloadable reports addressed earlier) and provide sample reports as examples.  Describe and provide examples of Optional Reports which you could provide and provide pricing in the Offeror – Pricing attachment.    

SHI Response:

As described above, we have developed standard reports that meet the needs of most of our customers.  If the PEs have additional reporting requirements, SHI will develop custom reports, as we have for some of our largest customers.  SHI never charges for the reports we provide, both standard and custom.

Capturing the Data

Developed and maintained in-house, SHI’s order entry system is ever evolving to stay ahead of the changes in the IT industry and our customers’ requirements.  We have customized the system to track all of the standard information that SHI needs to process an order, as well as the standard information that manufacturers need to track customers’ volume purchases.  As always, we go one step further; SHI’s order entry system is fully customizable to meet individual requirements of each of our customers for custom data collection and reporting.  SHI creates custom fields within our order entry system, up to an unlimited number, in order to capture the data.  Once the information is collected, it is readily available for reporting and for inclusion on your invoices.  SHI’s order entry system also has the mechanisms in place to track our customers’ maintenance purchases and expiration dates.
Reporting the Data to the PE

Now that the data has been captured, how can the PE access it?  Via ReportFactory, SHI’s on-line reporting tool available to both the PE and the members of your Account Team.  

Again, the following lists the standard fields that are available in a detailed report:

	Customer Name
	Manufacturer Name 
	Manufacturer Part Number

	Product Description 
	Version
	Operating System

	Media
	Language
	Product Type

	License Program
	License Pool
	License Level

	License Point Value
	Maintenance Term
	Maintenance Time Remaining

	UNSPSC Number
	UNSPSC Segment
	UNSPSC Family

	UNSPSC Class
	UNSPSC Commodity 
	Order Date

	SHI Order Number
	Invoice Number
	Ship Date

	SHI Part Number
	Quantity
	Unit Price

	Extended Price
	Customer PO
	Ship to Company

	Ship to Address
	Ship to City
	Ship to State

	Ship to Zip Code
	
	


But we will track custom data fields for each PE, as required.  SHI’s reports are available on a quarterly and monthly basis, as well as ad hoc—you choose the timeframe.

Sales History Reports

These standard reports provide an overview of your purchases from SHI. As mentioned above, our system allows for the tracking of Customer Specific Fields, therefore we are able to generate these reports in many ways.  SHI will provide these reports in any time frame that you require, and in one of three formats: detail of all transactions, summary by part number, or summary by manufacturer name.  

· Spend by Manufacturer – summary of total dollars spent in period with one specific manufacturer, all manufacturers, or a sub-set thereof.

· Spend by Product – summary of total dollars spent in period for one specific product, all products, or sub-set thereof.

· Spend by Product Type – summary of total dollars spent in period for shrink-wrap versus licensing or by UNSPSC.

· Spend by Organization, Enterprise, Conglomerate – again, each of the above reports can be pulled based on a specific organization, enterprise or conglomerate

Software Licensing Reports

With an emphasis on flexible, robust reports, SHI has established itself as the most effective License provider.  Our capabilities will relieve the PE of the burdensome requirements of these agreements.  These reports can consolidate all of your license agreements, or focus on a single program. 

· Entitlements Report - Perfect for the Contract Administrator, the Entitlements Report summarizes the customer’s licensing agreements, anniversary dates, and end dates.

· Contract Invoice Detail—provides a summary of your purchases per licensing program for contract milestone comparisons—by point value, quantity, or dollar value, depending upon your contract terms.

· Maintenance Renewal—provides advance notice when maintenance purchases are expiring.  This report is available in any timeframe that you request (i.e. 30 days or 60 days in advance), to provide you with enough time to budget your renewals, evaluate which renewals are necessary and which are no longer in effect, and to place the renewal order with SHI.

Please see sample reports attached—Sample Reports – SHI.doc.

5
Explain your method of ensuring a PE will receive and can provide proof of licenses.  Include in your response:  

· Describe how you provide a Proof of License certificate to a buyer. Also, provide sample(s) of a Proof of License such as you would provide. 

· Explain your method of retaining back-up copies of Proofs of License; and how, and how quickly, you could provide duplicate copies as needed.

· Describe how you partner with a PE to demonstrate accuracy of licensing information to a publisher (e.g., True Up). 

SHI Response:

SHI understands many customers require a deliverable with all purchases and most Volume License Agreements do not meet this need.  While proof of license may be obtained for some Publishers through the Publisher licensing web site, for example the Microsoft Volume Licensing Center, similar web sites may not be available for all PE licensing programs.  To standardize a tracking method across all licensing programs, SHI has established a service through which we will provide automatic license confirmations to our customers.  At the time of order placement, your Inside Account Manager can enter the Email address of the end user (or other representative within the PE who should receive the license confirmation, i.e. IT Manager).  SHI’s systems will automatically send the license confirmation to that Email address.  Many of our customers use this service to “receive” the product, so the accounting department can pay the invoice or to hold on file as a back-up copy of their proof of license.

Please see sample Proof of License and Order Confirmation—Sample License and Order Confirmations – SHI.pdf.  Please note that upon the customer’s request, SHI can include the License Key information for software installation on the Order Confirmation.
SHI maintains all purchase history data in our order entry system.  At any time, we can re-send the license confirmation, the invoice, or a sell through report to provide proof of license for the PE.  

SHI is well-recognized in the industry for our reporting abilities and our Software Publishers accept SHI’s reports as proof of license.  Our reports carry all of the information required by the SIIA and the Software Publishers to serve as proof of purchase—including the purchase date, the product number, description, and quantity.  We will work with each PE and the Software Publishers during True-ups to ensure accurate licensing information is provided.  Additionally, SHI can produce copies of invoices to support each report transaction, as needed.
6.
Describe how you work with a PE and publisher to maximize the Entity’s value in obtaining products and services under this contract.  Description is to address, but is not limited to, the following:  

· Working with a PE and a publisher to assist the Entity in best managing their volume or enterprise license agreements. 

· Working with a State and publisher to maximize the leverage created by the total sales volume from a State and its cooperative partners to ensure best value to all PE’s.  

· Working with a publisher to maximize the leverage created by the total sales volume overall resulting from this contract.

· Working with a PE and publisher to obtain the best quote on a high volume purchase.  

· If, and how, you use historical purchase information to provide targeted assistance to a PE.  

· Assuming a software configuration is not within the knowledge or authority of your organization, describe how you could   assist a PE in finding a solution (i.e., helping PE obtain needed configuration assistance from the publisher or designee.)  Explain how you would ‘price out’ such assistance.  

· Explain the training you could provide (other than online tutorials) to assist PE’s in using this contract and obtaining best value from it. 

SHI Response:

SHI understands our customers, especially our public sector customers, need to reduce cost and identify areas for savings.  SHI will work with all of the States and Participating Entities to identify savings not only within each State, but across all WSCA participants, whenever possible.  SHI is not always the sole source of Software.  However, our Publisher relationships allow us to discuss consolidating purchase history in order to better manage the Software Contracts, consolidate the spend, and identify areas for cost savings.

Every day SHI identifies ways that our customers can reduce their expenditures on IT software.  We partner with our customers to negotiate on behalf of them in order to obtain the most favorable terms possible.  The following demonstrates some of the ways we identify cost savings opportunities for our customers today.

· Licensing—Whenever possible, your Account Team will provide quotes for licenses, rather than shrink-wrap software; the licensing options can offer tremendous savings over shrink-wrap.  

Transactional Licensing Programs — These licensing programs can offer tremendous savings to customers who will purchase in a large quantity, but do not want to make a commitment or forecast estimates.  These license programs usually require a first time buy-in (sometimes even as few as 1 license will qualify), which sets the discount level.  The terms and conditions will vary by publisher, but whenever a purchase is eligible for these discounts, your Inside Account Manager will provide the information to the customer at the time of quote and your Account Executive will identify these opportunities during meetings with The State.

Contractual Licensing Programs—Your Account Executive will make recommendations for contractual licensing programs when he reviews your purchase history.  These opportunities cannot usually be identified based on single quotes, instead he will use SHI’s comprehensive purchase history reports to monitor your purchases over time.  He will not only review your shrink-wrap purchases to identify opportunities for new volume license agreements, but will also review your purchases under your current agreements and make recommendations for when you should be negotiating for higher discount levels and/or better terms.

· Discount for shrink-wrap—If The State has purchased and/or will purchase a single product in large volume, but the manufacturer does not offer a licensing program, you still may be able to receive a better discount.  Your Account Executive will work with the manufacturer and The State to forecast volumes and to negotiate pricing on those forecasts.  The manufacturer may allow for special pricing for purchases over time, in which case SHI creates a SKU within our order entry system that can only be used by The State and that reflects the additional discount.  In another scenario, the manufacturer may require a one-time volume buy-in.  In this case, SHI can hold the inventory in our warehouse and ship the product on an as-need basis to The State customers.  Again, these products would be inventoried under a MN-specific SKU, so no other customer can purchase your inventory.  

· One-off Price Discounts—SHI is open to negotiating one-off price discounts based on volume on a case-by-case basis.  When your ISR receives an order for a large quantity of products, s/he will negotiate for an additional discount with the software publisher.  SHI will pass this additional discount through to The State.

· License Re-deployment—SHI has a tool that makes it easy to hold licenses in “virtual inventory” and then re-deploy them within the organization. This way, licenses owned by a particular group or business unit within our client organization that are no longer required can be re-assigned to another business unit that needs them thus eliminating the need to purchase those licenses again.

Get Organized with Polaris Renewal Organizer—the customer provides SHI with contract information and we populate our database to provide contract & task reminders, manage milestones, and to create a calendar timeline accessible by the customer on our web site.  
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Polaris Baseline—allows your organization to make informed strategic decisions regarding license contracts, maintenance renewals, and software procurement.  The goals are to save money, reduce compliance risk, and recycle software assets.  SHI provides this one-time review of our customer’s Microsoft assets to our Microsoft EA customers at no charge.  The deliverables include the InstallPosition, LicensePosition, and GapAnalysis.

Business Review Meeting:  The SHI Account Executives will work with each State to establish a schedule for business review meetings, typically held quarterly.  While these meetings can cover a wide range of topics, including goals, SHI services, emerging technologies, and impending licensing changes, your Account Executives will also share information regarding your spend with SHI in order to identify additional areas for cost savings.  As described above, SHI provides customizable reports in detail and summary formats for analyzing your spend.  SHI also provides a “dashboard” view of your business with SHI.  On the next page are screen shots of some of the views available in the business review report:
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SHI Help

SHI’s Help Program was introduced to ease the burden many organizations face in the management of the varying requirements of the Publisher’s Volume License Agreements.  SHI understands that there is more involved to successfully implementing a Volume Program than just signing the contract.  Each publisher has a different set of terms, conditions and requirements, leaving the customer with the burden and expense of putting resources in place to manage their license programs.

The goal of our program is to allow our customers to realize the benefits and cost savings from these agreements without having to change their internal processes and/or workflow.  Help will incorporate any of your pre-existing license agreements with license programs from smaller publishers in order to establish a single source of information and minimize your license tracking requirements.  Help will integrate the requirements of the Publisher’s Licensing Agreements with your procurement process to maximize the benefits.

SHI stands apart from other software resellers as the number 1 enterprise software advisor to the world’s largest organizations with the most complex IT environments.  Our success has been based on the resources we have allocated to software license program management, for both our customer relationships and our manufacturer relationships.  Furthermore, SHI offers a wide range of tools and services designed to ease the management of license purchases and deployments.  Our focus starts with ensuring that the PE is educated on all the options available to you and runs through the Asset Management Tools that allow the PE to manage those intangible assets throughout your organization.  

A Leader with Volume License Agreements—Because SHI is focused on large organizations, we have received authorization to offer all of the Volume License options available from the Publishers.  This provides our customers with the flexibility of choosing from all the options available.  There is no other company with a larger list of Licensing Programs than SHI.

Evaluation of the options Available—Your SHI Account Executive has tremendous experience and resources to evaluate your existing system and application environment to provide an analysis of your licensing options.  Your Account Executive will work closely with the PE’s Information Services to understand standards and future direction, with an emphasis on leveraging your existing install base, future rollouts, and competitive upgrades and maintenance.  This, combined with realistic forecasts, will generate the Help Program Analysis, comparing the various options available to you and the savings realized by executing the identified Volume License Agreement.  

The SHI Help Center—Our Licensing Department is staffed with manufacturer-dedicated and certified experts who are available to assist your Account Executive in recommending and supporting the PE’s licensing agreements.  They work closely with our software partners to understand their volume licensing agreements, to ensure that SHI has the most up-to-date information available, and to distribute this information to SHI’s sales force.  The Licensing Representatives are responsible for reporting the customers’ purchases to the manufacturer within the timeframe and format required.  These representatives are available to assist the members of your Account Team and the PE with questions regarding your licensing agreements.

The SHI Licensing Executives are not only an integral part of the Evaluation Process, but are also available to assist the PE with understanding your current agreements, assisting you with negotiating the renewals, and to provide training to you and your employees about the benefits of your agreements and the how to purchase under them.

Please see attached “Software and Licensing Team – SHI.doc”

7.
This contract has a maximum life of five (5) years, the technology field is a fast evolving one, and the potential volume under this contract is beyond any single entity contract.  

· How would you improve the value of this partnership, over time, during the life of the contract?

· We require the successful contractor(s) to retain publisher certification levels, to improve upon them, to work to reduce their costs to obtain publisher products, etc.  Explain your processes to meet these requirements. 

· How would you partner with the Procurement Officer and Participating States to adapt to changes and keep the contract viable?

· As this is a contract which is expected to be used by many states, there is potential for a level of value and partnership – considering market information, volume, extended relationships with publishers, shared standards, etc. – beyond that provided by a single State or PE contract.  What extra services or value do you feel you could provide given this expanded user and volume base? 

SHI Response:

SHI is committed to our customers and to our Software Publishers.  We value the relationships that we have forged over the past 20 years.  If selected for the WSCA contract, SHI will demonstrate the same dedication to the Participating Entities.  While we are working with some of the WSCA states, today, there will be States with which SHI has not had a statewide contract.  The more SHI works with the individual States over the term of the contract, the better we will understand the PEs goals and projects.  With this knowledge, we can assist with those initiatives.

SHI has many examples of how we have advised States on new and existing Software Licensing Agreements to help them to achieve goals and save money.  Through understanding each individual PE’s quotes and purchases, we are able to make recommendations at the PE level or through combining purchases among the state to create a state-wide agreement.  Here are just a few concrete examples of how SHI has assisted our state customers by being a trusted advisor:

· SHI was chosen as a vendor on the State of New Jersey Software Reseller contract in July 2010.  Within 6 months, SHI was able to gather information from quotes, purchases and future projects and by working with the VMware team to propose a Volume Licensing Agreement to the state which could potentially save them $350K in Year 1 and $3Million over 3 years.  We have also evaluated their Adobe Acrobat Upgrade licenses when the new version “X” came out, which could have saved them $150K if they decided to upgrade.  Another area of discussion was consolidation of Adobe purchases into a volume license agreement which had a potential savings of $200K.

· SHI continually works on behalf of the State of Wisconsin to provide constant cost savings. SHI has 20 years of experience working with thousands of software publishers. You can feel confident that SHI will always provide the best value and price. Through the term of our contract SHI has provided bigger discounts than the manufacturer’s direct, renegotiated pricing with the vendors, provided alternative products and support options. Along with the continued cost savings SHI has established numerous vendor relationships with third party software publishers, subsequently providing the State a contract vehicle, saving the State time and money. As you know, setting up reseller agreements and negotiating discounts for the State requires multiple resources, which is all part of our value add. Here are just a few examples of cost savings we’ve been able to provide:

· Dept of Workforce Development, HP wanted a direct order for $51,000 SHI provided a price of $35,357.60 saving the State more than $16,000.00

· Dept of Workforce Development renegotiated a Informatica renewal order saving the State $6,000 bringing the renewal price back to the price in 2009.

· Dept of Administration worked with VMware to have reinstatement fees waived, saving the State $1,584.18

· Dept of Administration Blackberry support renewal, vendor proposed a solution of $21,000, SHI provided an alternative support level for $13,314.00.

· Worked with multiple vendors to co term maintenance renewal dates making customers yearly renewals seamless, saving time and money. 

· Last year SHI has set up reseller agreements with the following vendors on behalf of the State of Wisconsin: Software Engineering Of America, Genus Technologies, Keytrain, Accent Business Solutions, Inc., QAS, Latitude Geographics Group, Computers & Structures, Inc., Safe Software Inc., TMA Systems, Urchin, Telligent Inc., Avepoint, TSM Manager, Fenestrae Inc., BP Logix, Inc, SNMP Informant, Cetan Corp.

· SHI has been working with the State of Maryland for over 6 years.  We have been a trusted advisor for their Microsoft Select and Enterprise Agreements.  SHI has assisted over 30 Government Agencies enroll in the Microsoft EA through Agreement and Cost Comparisons, understanding their current and future projects and upgrade plans.  

SHI won a Software Contract with the State of Maryland in 2010.  SHI has added value in Maryland by specifically recommended the VPP to individual Agencies procuring a significant number of VMware Licenses.  The customer was able to recognize an instant Cost-Savings by being made aware of this Volume Purchasing Program that VMware offers.

SHI has worked with Maryland Agencies to educate customers about VMware Promotional Offers that would entitle the customer to free Licenses.  Often times, SHI would escalate issues to our VMware Product Champions who would then work to provide these free Licenses to the customer.  SHI has even assisted customer of ours with such a process, even when we were not the Winner of that particular RFQ.

SHI’s value is not only in supporting the largest software publishers, and their volume licensing agreements.  SHI provides value everyday to our State and Local Government Customers for the State and the PE by supporting thousands of Publishers and their products in our catalog and sourcing products and solutions from “weirdware” or “other” software publisher categories.  SHI is a one-stop procurement shop for our Government Customers on these contracts, because we understand the value we provide by setting up relationships for these publishers on behalf of our customers.  We make this process easy for the publisher and for our customer’s to save them time, streamline their processes which results in an intangible cost savings.  Here are some examples of how SHI has delivered on behalf of our State Government customers in 2010:

· State of Texas – over 1,000 Publishers reported

· Commonwealth of Virginia – over 360 Publishers reported

· State of New Jersey – (July 2010 – December 2010) – over 100 Publishers reported

· State of Washington – 145 Publishers reported without holding a State-Wide contract

· State of Wisconsin – over 400 Publishers reported

SHI understands that WSCA is looking to create a Software Value-Added Reseller contract to benefit every state and PE with their software needs.  SHI believes that we are second to none in sourcing and providing service for ALL your software purchases.  While some resellers may be interested in the largest opportunities and purchases that your state makes, SHI values your business and relationship and we treat every purchase as an important commodity. 

SHI understands the importance of marketing the WSCA contract throughout the States and Entities to maximize participation and savings associated with entering into a multi-state contract.  SHI is proposing Dedicated Account Teams to support each of the States, allowing us to provide effective communication and marketing throughout all PEs.  Our marketing plan includes:

· Webinars—SHI hosts a variety of webinars on different manufacturer technologies.  The webinars may be hosted by SHI product champions, Licensing Executives, or the manufacturer representatives.  Your Account Executive can even create custom webinars specific to the PEs relating to the technology that they are purchasing through SHI.

· Email Blasts— The information contained will include the information provided by the software publishers and SHI’s Volume Licensing Representatives.  These are similar to the hard copy marketing pieces, but can be customized to reflect your unique Purchasing Environment and the software licensing contracts in which the PEs are engaged.  Your Account Executives will control the group who will receive the information.  

· News and Announcements on Your Home @ SHI.COM—SHI posts industry-wide news articles about the products we sell and the manufacturers we represent.  In addition, your Account Executives have the ability to create custom news articles that are specific to the States and the products that they purchase from us.  Users of SHI’s web site can subscribe to the news and announcements.  When a new article is posted, the customer will receive an Email with a link to the article. 

· Road Shows—SHI will participate in road shows throughout the States, both SHI-sponsored and publisher-sponsored events.  It has been SHI’s experience with other States that these events are a great way to make contact with local entities and the purchasing divisions.

The Account Executives across all of the WSCA States will meet regularly to discuss their initiatives, challenges, and services.  For those States sharing common initiatives, the Account Executives can work together to discuss their customers and the services provided.  These open forums among the Account Executives provide for the sharing of ideas, implementation of Best Practices, and coordination of the contract across all PEs.

8.
What performance measures would you establish to ensure yourself and users of this contract that you are, at a minimum, meeting the requirements of this contract, providing cost-savings solutions, and realizing a high level of customer satisfaction.    Describe your methods of defining and tracking your performance against specific measurable objectives.  Provide copies of any reports you may have developed that communicate your performance levels to customers.  

SHI Response:

SHI’s standard Service Level Agreement includes the following elements.  The Service Levels and areas of measurement can be customized based on the individual State requirements.

	Service Level
	Definition
	Measurement/Goal

	Order Processing
	Orders are to be sent to the Customer Inside Sales Representative.  Upon receipt, the Inside Sales Representative will review the order to ensure that the order is complete and can be processed.  If the order is not valid, the ISR will contact the customer within 4 business hours for the necessary information.  Upon receipt of a valid order, the ISR will process the order through SHI systems
	100% of valid orders received will be processed within the same business day

	Order Confirmation
	SHI will send to the Email address indicated on the order an order confirmation within 4 business hours of processing the order.  The order confirmation will provide the customer with confirmation of the ship to address, the part number, product description, quantity, unit price, and extended price. 
	100% of valid orders will be confirmed within 4 business hours 

	Order Shipment
	SHI will ship products from the location with inventory and closest to Customer’s ship to location.  SHI’s standard shipping method is Ground; however, we can expedite shipments at the request of the customer.
	90% of orders shipped within 2 business days of receipt of a valid order.

	Returns
	Comparison of the total dollar value of returns for the period versus the total dollar value of orders processed for the same period.
	Returns due to SHI error not to exceed 5% of total dollar volume


Additionally, SHI monitors customer satisfaction through several vehicles:
· Quarterly Satisfaction Surveys—SHI selects a random sampling of all customers who have placed orders within the previous quarter.  We email to those customers a satisfaction survey.  Members of SHI’s Quality Team tally the results of the surveys and report them to top managers.  In addition, SHI encourages our customers to provide feedback to our Director of Quality.  Based on the results of these surveys, the Director of Quality will assign Corrective Actions Reports to the appropriate departments.

· Customer Feedback—SHI encourages our customers to send emails to our Director of Quality, whose email address is included in most customer communications, including the order acknowledgment.  The Director of Quality reports all customer feedback to the Top Managers and Department Managers at SHI.  As necessary, she will respond to the customer’s comment, will assign a corrective action, and will follow-up with the customer to ensure that the issue has been resolved.

· Customer-specific Satisfaction Surveys—Some SHI customers require that we provide customer satisfaction surveys to their employees.  In these instances, SHI creates a customized survey that specific reflects the products and services we provide to that organization.  The Dedicated Account Team is responsible for submitting the surveys and the results are sent directly to the Director of Quality.

 

Most recent results of the SHI customer satisfaction surveyOur most current survey results are from based on 366 respondents, representing a 7.32% response rate.  The customers rated the following categories on a scale of 1-5, with 1 representing "poor" and 5 representing "excellent".  The average scores are as follows:

 

· Knowledge/Attitude
4.35

· Response Time
4.27

· Delivery Time
4.16

· Overall Satisfaction
4.27

 

The following are the results from one of our customer-specific surveys.  However, SHI is keeping the customer name confidential.  This survey has a scale of 1-3 with 1=not satisfied, 2=satisfied, and 3=very satisfied.  The following results are based on 28 respondents.  

 

· Overall Satisfaction with SHI
2.82

· Ease of doing business with SHI
2.76

· Knowledge/Attitude of Sales Staff
2.93

· Product/Pricing Information
2.43

· Response Time
3.00

· Product Delivery Time
3.00

9.  
We have requested information about optional reports (Question #4), about functions you could serve to assist in more complicated configurations (Question #6), and in providing extra value possible given the potential magnitude of this solicitation (Question #7).  Please use this item as an opportunity to describe other value-added services you can provide that were not specifically required in this solicitation, but are consistent with its intent.  Please advise the cost for the services you describe in the Offeror – Pricing attachment, or advise if they are included at no additional cost.  

SHI Response:

POLARIS—SHI Software Asset Management (SAM)

Polaris ensures that a customer’s license position, software inventory, automated tools and processes reflect those defined by the industry’s best practices.  Pricing is dependent upon the scope of work, number of Publishers, and number of desktops.

Software Asset Management is a top priority for SHI customers, and therefore is a top priority for SHI.  However, it remains a very broad topic with a myriad of questions, problems, and solutions.  As with all of SHI's services, we offer a wide spectrum of services, from which our customers can select specific aspects of our solution for integration with their own asset management initiatives or utilize SHI’s services as an end-to-end Asset Management Solution.  Applicable costs will depend upon the scope of work and services selected.

Step 1-Get Organized with Polaris Renewal Organizer—the customer provides SHI with contract information and we populate our database to provide contract & task reminders, manage milestones, and to create a calendar timeline accessible by the customer on our web site.  

Step 2—Gather Data regarding your InstallPosition—On a monthly basis, using either POLARIS Discovery or POLARIS Connect, customers can feed inventory to the SHI Polaris system for monthly refreshes of their inventory.  Data feeds can be fully automated, partially automated, or entirely manual at the customer’s discretion.  Upon receipt of customer inventory data, SHI will de-duplicate, clean, and normalize the inventory data.  Compiled inventory reports will be published to the secured POLARIS Portal so the customer can access, sort, and filter their own inventory results throughout the month.  All reports can be downloaded in standard file format.

Polaris Discovery 
A light, agent-based software discovery tool, Polaris Discovery is easy-to-use and provides a solid starting point for any organization looking to establish a long-term SAM strategy. Because it focuses on a read-only collection of software inventory information (and doesn’t distribute software, patches, etc.), Polaris Discovery has minimal impact on PCs, servers, the network or users. 

The Polaris Discovery database provides a complete and accurate view of the software deployed throughout your environment at all times. It also captures the hardware profile of the PCs/servers on which your software runs, making overall IT asset management a seamless part of your infrastructure. 

Polaris Connect 
Polaris Connect provides an easy way to gather inventory information from your existing software or configuration management system and feed it into the Polaris InstallPosition process. For organizations with good inventory processes in place, Polaris Connect taps into your information and formats it for the Polaris process. The entire process can be scheduled and automated to streamline data collection.

Step 3—Understand your entitlements with LicensePosition--On a monthly basis, SHI will import purchase data from SHI’s procurement and order management system.  Where appropriate, possible, and available, SHI will also collect purchase information accumulated by manufacturers and load it to the Polaris system.  For software not purchased through SHI or a connected software manufacturer, the customer can provide properly formatted data files for import to the Polaris system.  Upon receipt of all purchase data, SHI will clean and normalize all purchase records.  By accounting for maintenance expirations, upgrades, FPP/OEM limitations, and a variety of other entitlement issues, SHI will calculate the customer’s entitlements and publish license information to the POLARIS Portal.  The customer can then assess, sort, and filter their own license results throughout the month.  All reports can be downloaded in standard file format.
Step 4-Reconciliation & Gap Analysis—Each month the SHI Polaris team will bring the InstallPosition together with the LicensePosition and apply the appropriate downgrade and other entitlements to develop the GapAnalysis, or the compliance position.  This report will identify where the customer has license shortfalls (which may need to be trued-up) or license surpluses (which might be eligible to be recycled through SHI’s License Redeployment Management Service – LRMS).  In either event, the customer has the needed facts upon which to base software planning and business decisions.  As with the other SAM reports, monthly GapAnalysis results will be securely publisher to the POLARIS Portal where they can be accessed, sorted, filtered, and downloaded throughout the month.

Polaris Baseline—allows your organization to make informed strategic decisions regarding license contracts, maintenance renewals, and software procurement.  The goals are to save money, reduce compliance risk, and recycle software assets.  SHI provides this one-time review of our customer’s Microsoft assets to our Microsoft EA customers at no charge.  The deliverables include the InstallPosition, LicensePosition, and GapAnalysis.

*Please see screenshots attached in POLARIS Asset Management Screenshots – SHI.doc.
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