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Attachment F 
TECHNICAL RESPONSE WORKSHEET

	Offeror Name:
	Konica Minolta Business Solutions U.S.A., Inc.





PART I
Offeror must provide complete and succinct responses to each item below. Insert your responses into this worksheet directly below each question or prompt. While marketing materials are neither requested nor desired, Offeror should provide all information necessary to demonstrate Offeror’s ability to meet the requirements of this RFP and the RFP’s Scope of Work. In addition, please note that certain documents are required to be submitted with your Proposal (refer to the questions below for further information).

I. Mandatory Requirements. Per Attachment C, RFP Evaluation Plan, Offeror must indicate their compliance with the following:
	Mandatory Requirements
	Indicate compliance with an “x”

	Are you a Manufacturer of A3 MFD’s, A4 MFD’s, Production Equipment, Single-function Printers, Large/Wide Format Equipment, or Scanners, as defined within this RFP?
	
X

	Have you responded to at least one Segment within one Group? 
	X

	Have you submitted your entire line of Newly Manufactured Equipment for each Group you responded to?
	X



II. Scope of Work. Offeror must indicate their understanding/compliance with the following sections of Attachment B, Scope of Work by typing “Yes” in the column indicated. If a section is not applicable to your Proposal, please type “N/A.”  If you are not able to comply with a section, type “No.” For all “N/A” and “No” responses, you must indicate the reason in the Comments column. In addition, if you type “Yes” and would like to expound on that response you may also do so in the Comments column. Sections of the Scope of Work not contained in the table below do NOT alleviate Offeror from complying with the requirements of those sections.

	Section
	Subsection
	Indicate “Yes”, “No” or N/A
	Comments

	Master Agreement Overview

	I.
	A. through G.
	Yes
	

	
	H.1 through H.9
	Yes
	

	Master Agreement Deliverables

	Primary Product and Service Offerings

	II.A.1
Group Categories
	Group A through Group F
	Yes
	

	II.A.2
Device Configurations
	2.1 through 2.6
	Yes
	

	II.A.3
Device Standards
	3.1
	Yes
	

	
	3.2
	Yes
	

	
	3.3
	Yes
	

	
	3.4
	Yes
	

	
	3.5
	Yes
	

	
	3.6
	Yes
	

	
	3.7
	Yes
	

	
	3.8
	Yes
	

	
	3.9
	Yes
	

	
	3.10
	Yes
	

	
	3.11
	Yes
	

	II.A.4
Device Exceptions
	4.1
	Yes
	

	
	4.2
	Yes
	

	
	4.3
	Yes
	

	
	4.4
	Yes
	

	II.A.5
Accessories
	5.1 through 5.3
	Yes
	

	II.A.6
Remanufactured and Refurbished Equipment
	6.1
	N/A
	KM does not offer refurbished equipment.

	
	6.2
	Yes
	

	
	6.3
	Yes
	

	
	6.4
	Yes
	

	
	6.5
	Yes
	

	
	6.6
	Yes
	

	
	6.7
	Yes
	

	
	6.8
	Yes
	

	II.A.7
Group G – Software
	7.1
	Yes
	

	
	7.2
	Yes
	

	
	7.3
	Yes
	

	
	7.4
	Yes
	

	
	7.5
	Yes
	

	
	7.6.a through 7.6.g
Software Subscriptions
	Yes
	

	II.A.8
Group H – Consumable Supplies
	8.1
	Yes
	

	
	8.2
	Yes
	

	
	8.3
	Yes
	

	
	8.4
	Yes
	

	II.A.9
Service Offerings
	9.1.a through 9.1.i
Group I – Managed Print Services
	Yes
	

	II.A.9 (9.2)
Maintenance Agreements
	9.2.a
Pricing
	Yes
	

	
	9.2.b
Initial Term
	Yes
	

	
	9.2.c
Renewal Term
	Yes
	

	
	9.2.d
Blended Rates
	Yes
	

	
	9.2.e
Manual Meter Reads
	Yes
	

	
	9.2.f
Customer Owned Devices
	Yes
	

	
	9.2.g
Lease or Rental Devices
	Yes
	

	
	9.2.h
Legacy Devices
	Yes
	

	Ancillary Product and Service Offerings

	II.B.1
Sub-Group Categories
	1.1
Sub-Group G1 – Software Related Services
	Yes
	

	
	1.2
Sub-Group C1 – Standalone Production Devices
	Yes
	

	
	1.3
Sub-Group C2 – Industrial Print Equipment
	Yes
	

	
	1.4
Sub-Group D1 – Specialty Printer
	Yes
	

	II.B.2
	Sub-Group Category Discounts
	Yes
	

	II.B.3
Open Market Items
	3.1
	Yes
	

	
	3.2
	Yes
	

	
	3.3
	Yes
	

	
	3.4
	Yes
	

	
	3.5
	Yes
	

	II.B.4
Emerging Technologies
	4.1
	Yes
	

	
	4.2
	Yes
	

	
	4.3
	Yes
	

	
	4.4
	Yes
	

	Purchase, Lease and Rental Programs

	III.A
	Acquisition Methods
	Yes
	

	III.B
	Device Trade-In
	Yes
	

	III.C
	Lease and Rental Rates
	Yes
	

	III.D
Leasing and Rental Overview
	1.
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.
	Yes
	

	
	8.
	Yes
	

	
	9.
	Yes
	

	
	10.
	Yes
	

	
	11.
	Yes
	

	
	12.
	Yes
	

	III.E
Leasing and Rental Options
	1.1 and 1.2
FMV Lease
	Yes
	

	
	2.1 and 2.2
Capital Lease
	Yes
	

	
	3.1 and 3.2
Straight Lease
	Yes
	

	
	4.1 through 4.3
Cancellable Rental
	Yes
	

	
	5.1 through 5.3
Short-Term Rental
	N/A
	Konica Minolta is not offering short-term rentals.

	III.F
Leasing and Rental Terms and Conditions
	1.1 through 1.4
Possession and Return of Lease and Rental Devices
	Yes
	

	
	2.
Payment
	Yes
	

	
	3.
Buyout to Keep Option
	Yes
	

	
	4.
Buyout to Return Option
	Yes
	

	
	5.
Device Upgrade or Downgrade
	Yes
	

	
	6.
Non-appropriation of Funds
	Yes
	

	
	7. (including 7.1 and 7.2)
Assignment
	Yes
	

	
	8.1 and 8.2
Early Termination Charges
	Yes
	

	
	9.1 through 9.5
Default
	Yes
	

	
	10. (including 10.1 and 10.2)
Remedies
	Yes
	

	Contractor Responsibilities and Tasks

	Service Requirements

	IV.A.1.
	Technicians
	Yes
	

	IV.A.2
Standard Service Levels
	2.1.a. through 2.1.h
End-User Training
	Yes
	

	
	2.2
Preventative Maintenance
	Yes
	

	
	2.3.a through 2.3.c
Device Performance
	Yes
	

	
	2.4.a through 2.4.c
Loaner Device
	Yes
	

	
	2.5.a through 2.5.d
Repair Parts
	Yes
	

	
	2.6.a through 2.6.c
Service Zones
	Yes
	

	
	2.7a. and 2.7.b
Service Logs
	Yes
	

	
	2.8.a through 2.8.d
Device Relocation
	Yes
	

	IV.A.3
Meter Read Invoicing
	3.1 through 3.4
	Yes
	

	IV.A.4
Reporting
	4.1.a and 4.1.b
Service Level Calculations
	Yes
	

	
	4.2.a and 4.2.b
Periodic Reporting
	Yes
	

	Customer Service

	IV.B.1
Key Personnel
	1.1 through 1.4
	Yes
	

	IV.B.2
	Single Point of Contact
	Yes
	

	IV.B.3
	Service and Support Hours
	Yes
	

	IV.B.4
	Customer Service Team
	Yes
	

	IV.B.5
	Additional Coverage
	Yes
	

	IV.B.6
	Online Access
	Yes
	

	IV.C
Authorized Dealers
	1.
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.1 and 7.2
	Yes
	

	IV.D
Device Demonstration Requirements
	1.
	Yes
	

	
	2.
	Yes
	

	
	3. (including 3.1 through 3.4)
	Yes
	

	
	4.
	Yes
	

	IV.E
Ordering and Invoicing Specifications
	1.1 through 1.9
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.
	Yes
	

	
	8.
	Yes
	

	
	9.
	Yes
	

	
	10.
	Yes
	

	
	11.1 through 11.5
	Yes
	

	
	12.
Substitutions
	Yes
	

	IV.F
Delivery Requirements
	1.
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.
	Yes
	

	
	8.
	Yes
	

	
	9.
	Yes
	

	
	10.
	Yes
	

	
	11.
	Yes
	

	
	12.
	Yes
	

	IV.G
Device Installation Requirements
	1.1 through 1.7
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.
	Yes
	

	IV.H
Inspection and Acceptance
	1.
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4. (including 4.1 through 4.4)
	Yes
	

	IV.I
Security Requirements
	1.1 through 1.3
Network and Data Security
	Yes
	

	
	2.
Sensitive Information
	Yes
	

	
	3.
Data Breach
	Yes
	

	
	4.1 through 4.4
Authentication and Access
	Yes
	

	
	5.1 through 5.6
Hard Drive Removal and Surrender
	Yes
	Konica Minolta uses Solid State Drive (SSD) technology.

	IV.J
Warranty Requirements
	1.
	Yes
	

	
	2.
	Yes
	

	
	3.
	Yes
	

	
	4.
	Yes
	

	
	5.
	Yes
	

	
	6.
	Yes
	

	
	7.
	Yes
	

	
	8.1 through 8.3
	Yes
	

	
	9.
	Yes
	

	
	10.
	Yes
	

	IV.J.11
Lemon Clause
	11.1
	Yes
	

	
	11.2
	Yes
	

	
	11.3
	Yes
	

	
	11.4
	Yes
	

	
	11.5
	Yes
	

	
	11.6
	Yes
	

	IV.K
	Contractor Notices
	Yes
	




Attachment F 
TECHNICAL RESPONSE WORKSHEET

	Offeror Name:
	Konica Minolta Business Solutions U.S.A., Inc.




PART II
Instructions:  Offeror must provide a detailed response to each of the questions (and their sub-questions) listed below. Responses will not be limited to a certain number of pages. Samples of reports or other documents requested need to be included in the Proposal packet and must be cross-referenced so that the response and the corresponding document can be easily located.

1) Dealer Engagement:
a) Describe your process for selecting Dealers to provide Products and Services under a resulting Master Agreement.
Konica Minolta Business Solutions U.S.A, Inc. (Konica Minolta) has over thirteen years of experience working with NASPO ValuePoint. During this time we have carefully crafted a successful process for selecting Dealers. This process has produced an extensive dealer network that we currently utilize under the 140597 contract. Each of these Dealers possesses extensive knowledge and exemplary performance records on NASPO ValuePoint acquired under NASPO 1715, 3091 and 140597. 

As in the past, we fully intend on expanding upon this extensive dealer network and knowledge base for the new contract. Dealers from this network that are in good standing will be re-engaged and familiarized with any new contractual intricacies. The flexibility incorporated into the revised NASPO ValuePoint terms and conditions will enable Konica Minolta to continue existing relationships while additionally cultivating several new partnerships. Our Government Account Managers (GAM) and District Business Managers (DBM) that support our dealer network will regularly convene to ensure that all viable dealer options are capitalized on and that current relationships continue to strengthen while always adhering to the Master Agreement and corresponding Participating Addendum’s terms and conditions. 

b) Describe how your organization will on-board your Dealers.
The Government Sales and Marketing Team members are committed to making an awarded NASPO ValuePoint contract a rewarding tool for our dealer and direct sales channels to support their customers. We intend to expand upon our current onboarding techniques that have fostered over ten years of successful relationships and performance under NASPO ValuePoint 1715, 3091 and 140597. Post-award our team will create materials that aid in the marketing, sales and order processes utilized by all Konica Minolta management, administration and channel sales teams. These materials, which are posted Konica Minolta’s internal Government Portal, will include launch presentations, price catalogs, NASPO ValuePoint marketing materials, FAQ’s, sales and order process guides, internal process documentation and a link to the NASPO ValuePoint website for additional organizational information.
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Once materials are posted to our Government Portal, we will review the contract details and information via webinar with Konica Minolta Administrative Teams that are responsible for order review and processing, compliance and billing to answer any questions they have before the first order is placed. We will then schedule a series of launch webinars to accommodate all sales teams across the country. The following information will be shared in the launch:

· NASPO ValuePoint Organizational Overview
· NASPO ValuePoint Contract Overview
· Purchasing Entities’ Eligibility
· Konica Minolta Product and Services Offering
· Price Catalog 
· Terms and Conditions
· NASPO ValuePoint Sales Talk Track
· Sales Process
· Order Process and Documentation
· Internal Processes
· Government Portal Review
· Marketing Resources

The webinars are recorded to ensure that everyone is able to receive the information and re-visit it, if necessary. After the national webinars are complete, our GAMs will conduct additional regional, local or dealer/branch-specific reviews of the NASPO ValuePoint contract. In conjunction with any NASPO ValuePoint strategy and review session, our GAMs will provide training on how purchasing entities benefit from using the NASPO ValuePoint Contract and how they can utilize NASPO ValuePoint to satisfy their procurement requirements. This training will energize the sales teams and foster personal motivation to market the NASPO ValuePoint contract. In addition to the GAMs, each channel has assigned regional resources (Dealer Enterprise Account Managers and Direct Regional Vertical Managers for Government and Education) that assist in training, marketing, and selling the NASPO ValuePoint contract. These channel resources will also aid in the order processes and documentation should questions arise from the sales teams.

When updates to the NASPO ValuePoint contract are made, a bulletin will be created and distributed to all personnel to inform them of changes to pricing, products or anything else related to the contract.

Performance Management
Over thirteen years of exceptional experience with NASPO ValuePoint, generates confidence in our ability to execute contract compliance and successful dealer management. We fully understand that every Authorized Dealer’s performance reflects directly upon Konica Minolta and, as such, we do not take measures of accountability lightly. Through our extensive experience under NASPO ValuePoint and other state and national cooperative contracts are able to create significant improvements to our dealer management process. Emphasis is placed upon performance incentives and responsibility alike. 

When a contract is awarded, as standard practice, our government contracts division will draft a Dealer Participation Agreement (DPA). This contractual agreement will contain all the requirements and Service Level Agreement (SLA) thresholds contained in the final award. The DPA will bind the dealer to the contract terms and list remedies for violation based on the participating states they are selling in. Moreover Dealers are required to abide by their authorized dealer contract which is overseen by a dedicated wholesale staff led by the DBM. Performance issues related to a resulting NASPO ValuePoint contract could inevitably impact the authorized dealer’s contract. 

The assigned GAM will manage all aspects of contract performance through education at the Dealership level. Konica Minolta has a wide variety of tools including, but not limited to, regular self-directed training on state, local and education (SLED) sales and cooperative contracts usage, along with presentations and activities to reinforce these best practices. Konica Minolta has a heavy emphasis on extensive and regularly evolving education for the Dealers and their sales teams to help mitigate any potential performance concerns. 

Typically, performance issues are related to transitions within the sales or administrative staff. When issues arise, GAMs work to reeducate key dealer staff and monitor opportunities through the sales process until there is a comfort level with both the material and contract processes. GAMs are assigned geographically to ensure coverage. A map of the current GAMs and their assigned territories can be found below. 
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c) How will you ensure that your Authorized Dealers will offer the correct contract pricing to Purchasing Entities, and that the contract is being utilized correctly?
Konica Minolta’s Authorized Dealers are bound by our dealer agreement to uphold all pricing and terms and conditions of our contracts. Consequences for contract violations from Dealers are explicitly outlined in the previously referenced DPA along with the terms and conditions in the Master Agreements/ Participating Agreement and Konica Minolta policies. 

All contractual or pricing related concerns can be cross referenced by Authorized Dealers on the government portal. This portal that contains pertinent contract details and information is shared via webinar with Konica Minolta’s Administrative Teams to answer any questions they have before the first order is placed. In addition to internal education, contract launches and continued education for sales teams across the country are standard. 

All Authorized Dealer orders are thoroughly reviewed by the Dealer Order Administration Team for compliance. This team ensures that all methods of acquisitions are at or below contract pricing and are in full compliance. Any questions in regards to contract usage are directed back to the GAM and the State Contract Compliance Team located in Vienna, VA. 

d) In the event a Dealer becomes non-compliant with the contract and refuses to provide Products or Services to a customer, describe how your organization will handle this issue and the measures that will be put in place to ensure it doesn’t happen again.
Our Dealers have years of exemplary performance partnering with us on NASPO ValuePoint 1715, 3091, and 140597. They are versed in the contractual responsibilities for pricing and terms and conditions and fully understand the ramifications for failure to meet these obligations. As indicated throughout our response, in the unlikely event of dealer non-compliance, we are confident in our lines of communication and planned responsive measures. In the rare event that we must address a dealer’s performance, we will first take steps to ensure that the customer’s experience is not interrupted and then take steps to address the dealer’s performance. If necessary we will utilize another local dealer or a Konica Minolta corporate branch to fulfill the obligations. 

Our company proactively monitors our dealer’s performance to ensure that each are fulfilling the required terms and conditions of the Master Agreement and Participating Addenda. We conduct quarterly meetings and follow up sessions with Dealers to discuss contractual and sales related concerns followed by progress and performance reviews. During this performance review session any issues that may have surfaced will be addressed directly. If an urgent concern arises the dealer(s) will be tasked with rectifying the concern immediately. Dealers that fail to adhere to these obligations will ultimately be removed from contract.

To ensure that the dealer will be compliant in the future the following steps will be taken:

1. Konica Minolta will review the contractual obligations with the dealer’s leadership. This will include Konica Minolta dealer channel support staff and leadership, and their Konica Minolta Government Account Manager. Upon review Konica Minolta will seek a renewed commitment to meeting those obligations, from their leadership;
a. Konica Minolta will supplement any additional support that the dealer may require if applicable to meet the requirements
2. Require the Dealer to attend remedial training with either the Contractor or the Lead State or;
3. If necessary, remove the Dealer from the contract, or in the case of multiple branch locations in one state, or multiple states, remove them as a Dealer from the location in which they are not in compliance. 

e) What type of training do you provide to your Dealers, and how will you ensure that new staff is properly trained in the nuisances of each Participating Addendum? Provide a sample training plan or information sheet that you will give to your Dealers.
Konica Minolta provides every Dealer with an initial contract launch package and PowerPoint presentation that is customized for each Participating Addendum. This presentation also includes information on participating state addenda where applicable. In addition to this initial training, the GAM will conduct quarterly meetings and follow up sessions with Dealers to discuss contractual and sales related concerns followed by progress and performance reviews. Konica Minolta routinely monitors our dealer performance to ensure that each are fulfilling the required terms and conditions of the Master Agreement. 

Our entire Government sales team is readily available to our Dealers to answer any questions in regards to the Master Agreement or individual Participating Addenda. The Government Sales Team is directly supported by a team of State Contract Specialists and an extensive network of additional supporting Konica Minolta personnel. 

All Dealers have support readily accessible through the Konica Minolta secure portal. This site provides Dealers with the most up to date launch materials, contract terms and conditions, pricing files and additional resources. Dealers also have access to sales process guides, sample order documentation, FAQ sheets and a variety of presentations all designed to assist the dealer and sales teams. These documents are regularly updated by the Government Account Manager (GAM), and tailored to each States’ Participating Addendum. These documents are also regularly reviewed by the State Contract Team and Master Agreements Team to ensure compliance and accuracy.

The Konica Minolta intranet site (mykonicaminolta.com) also contains learning courses for our products and services. For staff new to the SLED vertical, there is a certification course that is available to Dealers that provides a self-guided tutorial on the government sales process, cooperative contracting with a worksheet that allows staff to tailor the course to their specific territory.

(Sample Training Documents and Information Sheets are provided with our response in Folder 2 of the electronic submission, titled “Attachment F.1e Sample Dealer Training Plan”).

f) How does your organization plan to provide continuing education for your Dealers to ensure that they are kept up-to date on Master Agreement and Participating Addenda modifications and/or amendments?
Our Government Team ensures that all Dealers are kept up to date on Master Agreement and Participating Addenda modifications and/or amendments through the regular portal updates, continuous education and an accessible supportive personnel network all designed to deliver contract success. Additionally, contract updates are communicated through our Corporate Messaging System in real time to alert our dealer community of the applicable updates. 

The education material includes regional virtual training for internal staff who engages regularly with Dealers along with training in regards to Participating Addendum changes that are impactful to an entire state or specific Dealers in regards to sales and administration. The GAM is always readily available to the Dealers to answer any questions in regards to the Master Agreement or individual Participating Addenda. 
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To ensure annual contract training with our dealer community, Konica Minolta will publish webinars through our Konica Minolta Learning Place system. The Learning Place allows Konica Minolta to assign these learn tracks to the participating dealers. The webinar is complete with a quiz to ensure that participants are receptive and tentative to the information being presented. The Learning Place also allows for Konica Minolta to have an audit trail of the dealers that have completed this annual training. Through the audit trail, Konica Minolta staff can follow up with any dealers that are delinquent in their training. If necessary, Konica Minolta will implement the steps previously outlined in 1.d to address any deficiencies. 

g) Describe your process for updating your Dealer channel whenever your Price Lists are updated and approved by the Lead State, or when there are Amendments to the Master Agreement.
Pricing is always readily available to management, administration, and the sales team on our Government Portal. A bulletin is also created and distributed to all personnel once any changes to pricing, products or anything else related to the contract is released. The Government Sales Team is available to answer any questions in regards to these modifications. Over the years of working with NASPO ValuePoint, Konica Minolta has established an effective communication process for pricing updates with our Dealers. Each of our Dealers can reliably manage contract pricing changes through direct lines of communication from Konica Minolta and confirmation via our Government Portal. 

2) Useful Life of a Device and Legacy Equipment:
a) Describe your process for determining Useful Life on a Device, with the understanding that it is not always based on passage of time alone.
i) Do you factor in down-time, parts replacement, and number of Service Calls etc.?
In determining potential Useful Life on a Device, several criteria may come into play or combination thereof:

· Age
· Obsolescence
· Physical Condition
· Service History
· Lack of current technology features, e.g. federal security requirements
· Costs
· Workflow Efficiency
· Energy Efficiency

If replacing/removing can improve the current environment for example, by reducing costs, increasing efficiency or improving environmental impact, Konica Minolta will provide replacement or consolidation recommendations.

b) Describe your ability to perform maintenance on Legacy Equipment.
i) Are you able to provide service on customer owned Equipment that was acquired from another Manufacturer? If so, how?  
Contingent upon the specific scope of work, availability of cross-trained technicians in the area, and any specific customer SLA, Konica Minolta can provide service on certain customer owned equipment that was acquired from another manufacturer. 

ii) Are your Technicians cross-trained in multiple Manufacturer Devices?
Konica Minolta requires its technicians to undergo extensive training on all of the equipment and solutions that Konica Minolta provides service on; this includes multiple manufacturer devices where applicable.

3) Performance Standards:
a) Describe the methodology used to develop your organization’s performance standards and the processes and tools used to monitor and measure performance against those standards. 
Konica Minolta Business Solutions is committed to providing our customers with a world-class service program that complements our advanced product line. We have gone to great lengths to establish a nationwide service program that is effective, simple to manage and efficient in delivering comprehensive service, while also achieving our overall goals of increased reliability and customer satisfaction. 

With 120 Direct Branch Sales Offices and approximately 300 Authorized Dealers nationwide, all fully supported by Konica Minolta Service and Technical experts, our service model ensures that customers receive the same high level of service, compliant with Konica Minolta prescribed standards, consistently across all locations.  Konica Minolta has a multi-phase escalation process designed to determine the root cause of any failure to achieve service standards. This process is enforced to initiate corrective actions, ensuring that any service failures are promptly rectified, and service is returned to acceptable levels. We empower our people to deliver excellence in service day after day. 

Multiple Departments are involved with Business Process Flow for problem identification and resolution. These departments are- 

Global Customer Services (GCS) – Creates the Service Notification in SAP
Printer Support – Works with Customer to Resolve or Escalate the Service Notification
Service Operations – Provide Replacement Parts to Repair Equipment
Branch / Dealer – On-site Service Support

The Printer Support Group will triage any issues with the following steps:
“MOBILE” Service Notifications directed to Printer Support Routed via Contact to Advisor to triage the problem

i) If Problem Resolved – Close service notification in SAP
ii) If Problem Escalated – On site support required
iii) Printer Support works with customer to make sure problem is resolved to customer satisfaction.
iv) Printer Support Advisor updates notes in SAP such as:
· Describes Problem Resolution
· TAP (Telephone Assistance) Priority
· Updates SAP service notification information
v) Customer up and running – SAP updated and the service notification is closed

All calls regarding equipment, supplies, consumables, software solutions, and help desk support will go through our Konica Minolta Global Customer Services (GCS).

Konica Minolta’s service dispatch operations manage all reporting for our services and follow-up calls. In addition, Konica Minolta accepts calls for the above services via the Internet, at mykmbs.com. The GCS has the capability to handle voice calls in English, French and Spanish as well as TTY capabilities for the hearing impaired. 

To effectively meet our customers' needs, the centers are staffed 24 hours a day, 365 days per year, with trained customer support professionals, responsible for obtaining all above listed service related issues and notifying our Authorized Technicians of the reported problems. Konica Minolta has a multi-phase escalation process designed to determine the root cause of any failure to achieve service standards. 

First Level Support
All first level technical support will be provided by our factory trained and authorized Konica Minolta service technicians. These technicians were required to receive extensive training and certifications on the equipment and solutions that Konica Minolta offers to our customers. Konica Minolta technicians will be available to provide on-site support to troubleshoot contract related hardware, software, and network issues. Each technician is fully trained in all aspects of the Konica Minolta products they service, and many have additional network certifications to provide complete support. In addition, all certified technicians maintain direct access to Konica Minolta Technical Support Team to assist in troubleshooting and problem resolution. 

Second Level Support
The Konica Minolta Systems Solutions and Development Division (SSD) will provide second level support via direct communication with authorized technicians. The primary objective of the SSD is to provide technical and integration-support services to support the technical needs of our customer base. 

Upon receipt of inquiry, the SSD evaluates the data it receives to determine trends regarding service, reliability, operation, and safety. The data used comes from problems reported via the hotline, less urgent voice mail, internet, written communications from field personnel, field surveys, spare parts usage, and reports of on-site visits by Konica Minolta personnel. 

If a trend is observed, the matter is referred to the appropriate departments for manufacturing changes, field modification programs, and technical bulletins. Useful serviceability and reliability information collected from the above sources is immediately available to all authorized service technicians, ensuring they have ready access to all current data to assist in supporting the technical functionality of all equipment installed throughout our Customers’ sites.

Third Level Support
If the SSD is unable to resolve the issue in conjunction with the local systems engineer, the open issue will escalate to Konica Minolta Professional Services (KMPS) for third level review. 

Konica Minolta is chartered to provide a full spectrum of services to customers in North and South America. These services range from consultation and project management to network design and integration. KMPS is also on-site support for complex issues or anomalies in conjunction with SSD. KMPS is staffed with engineers carrying various industry certifications including but not limited to MCSE / MCSA / CNE / MCNE / CNI / CCNA / CDIA / SCO / Solaris / AS/400 Systems Manager). All data relating to the issue is escalated to the applicable Konica Minolta engineer. Our engineers will respond on-site upon review of the issue with the required knowledge and expertise. Konica Minolta works with the SSD and on-site customer service personnel to isolate customer needs, root cause and implement the required solution set.  
         
Advanced Communications 
To facilitate the flow of information between Field Service Technicians and Product Engineering Experts, Konica Minolta has made a large investment in technology solutions for these key representatives. Service Technicians utilize wireless connected laptops and direct-connect cellular phones to instantly access information required to maintain our product.  This investment ensures that our field technicians have instant connection capabilities to the full array of Konica Minolta corporate resources, promptly resolving all service issues.

b) Provide a sample report which contains the following data: Uptime percentage (%) per fleet of Devices, number of Service Calls placed, Response Time per Device, dates that Preventative Maintenance was performed, hours of end-user training performed, and estimated end of Useful Life per Device based on current usage.
i) Can customers obtain this reporting information online? If so, how do they access it? Is a log-in required?
Customers can manage their fleet by logging into our secure and comprehensive web based management reporting tool at www.mykmbs.com. This easy to use portal enables users, with a fleet manager role, to easily manage their equipment and run reports.

The site is intended to provide Konica Minolta Customers with a unique perspective into their Konica Minolta account. This application allows the Customer to view pertinent, consolidated information that would normally be provided on a manual case-to-case basis. All information provided is real time and accurate information, which is linked directly to the Konica Minolta SAP operating system for seamless information flow. All reports include data on a rolling 90-day period, allowing our Customers to view the most up to date information possible. The MyKMBS fleet report includes but is not limited to: Uptime percentage (%) per fleet of Devices, number of Service Calls placed, Response Time per Device. Available report specifics include:

· General Fleet Information - Provides an overview of the purchasing entities’ entire fleet, including equipment installation dates and service contract coverage dates. 
· Fleet Uptime Performance - Provides uptime and response time statistics for the purchasing entities’ entire fleet, including the average monthly copy volume and copies between calls.
· Equipment by Location - A customized inventory report detailing the location of all machines.
· Open Service Calls - View a list of all open service calls for the entire fleet, and monitor response times.
· MPS Fleet Meter History
· Service 	Call History
· Meter History

(A sample customer fleet report, a mykmbs brochure and sample screenshots of the reports that can be pulled are provided with our response in Folder 2 Technical Response of the electronic submission, titled “Attachment F3.b Online Account Management Data Sample”.)

ii) Can the information be exported?
All reports can easily be downloaded directly into Microsoft Excel, providing a simple method to sort and retain data. Users can select specific fields to generate reports as required such as uptime and usage.

iii) Can customers obtain their own Ad-hoc reports?
Yes, customers can obtain their own ad hoc reports. The primary focus of mykmbs.com is to provide our Customers with an efficient on-line service management tool, designed to manage their equipment fleet. This site provides 24 hour a day, 7 days a week real-time access to all of your equipment information needs. 

iv)  What additional tools or features does your reporting system offer?
Konica Minolta also provides a proactive 3 in 30 report upon request, which creates a hot list of problematic machines should a particular unit require more than 3 legitimate service calls in a 30 day period. In such cases, the assigned Technical Manager is automatically alerted to escalate the service issue. Additionally, all critical information of the account is turned RED on all display screens throughout the system until the issues have been resolved. 

c) Provide a copy of your organization’s standard SLA. This SLA must, at a minimum, adhere to the requirements outlined in the Scope of Work.
Please see the attached Standard SLA located in Folder 2 of the electronic submission, titled “Attachment F.3c Service Level Agreement”.

d) Describe your organization’s ability to meet or exceed the Service Response Times as outlined in the Scope of Work.
Konica Minolta recognizes the importance of efficient service expertise; each of our customers consistently receives the highest standard of service in the industry as demonstrated in our effective service implementation over the past thirteen (13) years for the NASPO 1715, 3091 and 140597 contracts. Upon receipt of a service request, a Customer Support Representative enters all machine and call related information into the Konica Minolta SAP-based Service Management system, which creates a unique service ticket and immediately notifies the assigned Konica Minolta branch technician or Authorized Dealer dispatcher of a new service call. Call details, including response time, machine volume and the specific service issue are always documented. This data is regularly compiled to seek areas for continuous improvement. Within 1 hour of receipt of call, the technician or dispatcher will contact the requestor to confirm call receipt and provide an estimated time of arrival.

Service call on-site response shall be within an average of 4-6 business hours of receipt of call for all customer locations within 60 miles of a direct branch or Authorized Dealer. Rural locations between 60-120 miles will be responded to, on-site, within 1-2 Business Days from call placement and in most cases much sooner. Upon arrival, the authorized technician will utilize their own “trunk stock” of inventory, which consists of most common replacement parts, to ensure first call repair. Our factory trained and certified technicians are fully supported through our Systems Solutions and Development (SSD), a dedicated team of technical engineers. SDD provides technicians with a toll-free hotline and interactive website, to support any escalated technical issues. If the issue cannot be resolved by the technician or remote SSD Technical Support an on-site visit by a technical engineer is initiated. This process ensures that no technician, and no Konica Minolta product, will be left unsupported in the field, further increasing the reliability of a Konica Minolta fleet.

Should covered equipment be out of service, due to maintenance needs, for more than two (2) Business Days, Konica Minolta shall provide a loaner unit of similar capabilities. At that point if we determine the unit cannot be properly repaired to manufacturer’s specification it will be eligible for a replacement unit of substantially similar or greater capabilities, at no additional charge. We firmly stand behind our products. Additional specifics are outlined in the above referenced Konica Minolta sample SLA document.

e) How does your organization measure Technician performance?
i) Are they evaluated based on the number of Service Calls completed, or the amount of time at a Service Call?
Extensive training and preparation enables Konica Minolta to hold all of our service technicians both direct Konica Minolta employees and authorize dealer personnel to high standards. Unresolved issues are promptly escalated within Konica Minolta. We use key performance indicators to measure our service response time such as: wait time in the Konica Minolta Global Customer Services queue, first call back time, response time for a technician to arrive on-site, time to repair, uptime on a machine basis and a fleet basis, MCBF or mean copies (prints) between failures, utilization rates of the MFDs and printers, to name a few key measures. Other measures may be added based on agreed upon SLAs in each participating state. Konica Minolta vigorously monitors the service response program and provides periodic reviews and alterations. 

f) Describe your end-user training process for Equipment. How do you allocate resources to conduct the training? 
i) How long are your training sessions? 
Konica Minolta firmly believes that proper end user training is the cornerstone of any successful program. By ensuring that users are properly trained to operate our equipment, as well as how to utilize the advanced features to simplify document workflow procedures and increase efficiency, Konica Minolta increases the satisfaction of our users. These minimum of one hour training courses consist of a general overview of the features of the machine, a review of available document processes, such as finishing, scanning and other options, instruction on how to maintain the unit, such as clearing simple paper jams and adding toner, and training on how to place service calls and collect meter reads. Konica Minolta views user training as an ongoing process and is committed to providing follow-up key operator training throughout the course of our relationship, at no additional charge to ensure that all users are comfortable with the installed fleet of our equipment. On production print equipment and wide format, there may be advanced user functions that require additional specialized training. Advanced training on these functions beyond the initial first hour session may be chargeable in one hour flat rate fee increments.

Konica Minolta provides comprehensive and focused training tailored to the specific needs of each of our Customers, ensuring full utilization of the devices and complete satisfaction with the output. 

Orientation 
i) Provided by a Konica Minolta certified technician 
ii) General overview following install of basic functions and uses 
iii) Clearing jams 
iv) Changing toner and reloading staples 
v) Placing service calls 
vi) Reading meters 
vii) Includes functionality testing by the technician 

In-Depth Training 
viii) Coordinated by the Customer Support Representative 
ix) Customized and scheduled to meet customer requirements 
x) Time is dedicated to complex device functionalities 
xi) Enlists specialists for advanced solutions training 
xii) Extensive product literature
xiii) Customer-specific training materials:
· Video 
· Webcasts 
· Laminates 
· Guides 
· Classroom 



Support at your fingertips 
Our award-winning bizhub MarketPlace makes it easy to browse, purchase and download apps specifically designed for Konica Minolta MFPs. Similar to those used on mobile devices, but specific to the purchasing entities’ business needs, the apps can be accessed right from your MFP control panel. The cost-free “How2” app contains brief “common function” video tutorials that can be viewed from a smartphone or tablet simply by scanning the QR code in the app; they can also be conveniently viewed and printed in a PDF version.

Konica Minolta training teams develop their expertise through our continual learning program to keep apprised of all Konica Minolta product offerings that include stand-alone digital devices as well as our advanced connected products and third party solutions. This approach allows our customer support teams to become invaluable partners in the success of our customer’s workflow solutions while providing the highest level of Customer satisfaction.

g) Describe how your organization provides proactive Preventative Maintenance to address technical issues before they become operational problems.
i) What type of Preventative Maintenance is done at the time of a Service Call?
Proactive preventative maintenance 
Konica Minolta is fully responsible for ensuring that all equipment remains in good working order. All copiers placed under a maintenance contract have preventative maintenance performed on them in accordance with Konica Minolta’s prescribed schedule at a minimum of once per year. This service is done at or before the prescribed copy volumes are reached. By providing this service, Konica Minolta helps to ensure copy quality, as well as maintain machine performance.
  
i) Check and replace any PM parts necessary
ii) Check MFD & accessories standards

ii) How is a Purchasing Entity notified that Preventative Maintenance is needed?
Preventive maintenance schedules are based on manufacturer specifications. As a standard feature of all Konica Minolta service maintenance programs, we provide all preventative maintenance for your installed base of Konica Minolta devices at no additional charge. During each service call, the technician will evaluate the usage of the device against prescribed preventative maintenance requirements and perform any scheduled maintenance. We also continually monitor the usage history of each device in your fleet to identify upcoming preventative maintenance schedules.  

In addition, Konica Minolta products include a self-diagnostic feature that will display a service call on the device’s LCD screen to notify users of the need for preventative maintenance. The user simply utilizes this code to place a service call, which will initiate the dispatch of an authorized technician to perform the required maintenance, ensuring the increased reliability of your Konica Minolta fleet throughout its lifecycle.

bizhub vCare
Our optional bizhub vCare is a no charge software system developed by Konica Minolta Business Technologies designed to enhance customer care through efficient management of Konica Minolta MFD’s. Consisting of a bizhub vCare Server and bizhub vCare-enabled MFDs, the system allows for the quick and efficient interchange of data between the bizhub vCare enabled MFD’s and the bizhub vCare Server via the Internet. 

Konica Minolta’s bizhub vCare program will increase the purchasing entities’ productivity by maximizing uptime and providing preventative maintenance. With automated meter reads and monitoring of toner levels, scheduled service calls, proactive routine maintenance and fast emergency response, bizhub vCare is a comprehensive preventative maintenance program that will ensure optimal performance of the state’s fleet.

Konica Minolta Field Technicians are equipped with vCare Integrated Mobile Devices that enable field service technicians to: 

· Check PM parts counters and know what to bring to the customer 
· Check MFD & accessor standards
· Check supply levels on any connected MFD
· Review MFD service history with specific code information
· Generate and email MFD-specific vCare reports to anyone 

In addition, vCare will automatically read meters each month, dispatch a Konica Minolta Field Technician when malfunctions are detected, track service calls on mykonicaminolta.com and monitor consumable parts such as fusers, developers and drum units so that any necessary replacement is a proactive service. 

h) Describe your process for communicating with customers regarding inoperable Equipment, including updates for resolution timeframe, and any parts, Accessories, or Devices that are on back-order.
A customer’s dedicated sales representative and the assigned technician will communicate with the customer in regards to the status of any pending requests and the resolution time frame. Our technicians do maintain a supply of common parts, known as “trunk stock”, to provide immediate access for repair services. Also by entering call-related information via laptops, replacement parts for either emergency shipment or operating inventory replenishment are automatically ordered through an advanced inventory management tool linked to our SAP system. Our technicians have the resources necessary while in the field to properly maintain their assigned fleets to meet our high standards and to support the parts and supplies inventory needs of our Customers. We maintain several strategically located regional distribution centers that stock extensive parts inventories, available for same or next day shipment, including a UPS parts warehouse which will ship until 10:00 p.m. Each branch also maintains a safety stock of parts and supplies, ensuring that all necessary parts are available to maintain the operation of your fleet.
Customers can initiate and track a service call anywhere at any time through either the dedicated toll-free hotline or our interactive fleet management site www.mykmbs.com. Upon receipt of a service request, a Customer Support Representative enters all machine and call related information into the Konica Minolta SAP-based Service Management system, which automatically creates a unique service ticket and immediately notifies the assigned Konica Minolta branch technician or Authorized Dealer dispatcher of a new service call. Within 1 hour of receipt of call, the technician or dispatcher will contact the requestor to confirm call receipt and provide an estimated time of arrival. Upon completion of all service calls, the technician “closes” the call in SAP, which gathers details regarding the call, including response time, machine volume and service issue for future reporting.
Automatic flags are initiated in the systems that allow necessary resolution steps to be continuously monitored upon escalation. Ordering and service related information is tracked by the Konica Minolta branch administrator and assigned an Account Representative. All calls regarding equipment, supplies, consumables, software solutions, and help desk support will go through our Konica Minolta Global Customer Services. They manage all reporting for our services and follow-up calls. 
All service and support requests are monitored throughout the process, from the time of the initial call that outlines the device’s or system’s problem, throughout the response time all the way through final resolution. If a device’s/system’s problem cannot be resolved on the initial service engagement and the system remains inoperable, the customer is promptly notified by the service representative via phone/email and based on the critical need of the end user and or SLA requirements, the following escalation steps are initiated as needed.

i) Service Representative initiates priority level support via mobile app or via Contact
ii) Support Center (“CSC”)
iii) Part availability assessment/ overnight shipment 
iv) Remote CSC and Solutions and Systems Support Escalation 
v) Service Manager Escalation
vi) Loan Support procedures when needed
vii) Continued Sales and Customer Support

4) How do you ensure that software patches and updates are communicated to the customer?
Konica Minolta believes that communication and education are essential in regards to software changes intended to update, fix or enhance capabilities. Konica Minolta and our software partners or vendors use various methods to communicate with our Customers regarding field updates and patches. One of the main means of communication is email. We request an email for the key contact or department that will be facilitating our technology. We use that email to communicate any critical updates, firmware and or patches, although not all updates and patches are mandatory we still advise our Customers to be remain informed by regularly consulting with our system engineers for any applicable updates to their current environment. 

Additional means of communication include subscription portals open to the Customer and FAQ sites for our technical services. Field staff and the help desk continuously work to distribute the latest updated information. Our technicians and help desk are the first lines of communication to our Customers and are well versed on all updates. 

5) Customer Service:
a) Describe how your organization responds to customer complaints. Identify your escalation process and the personnel that will handle these issues.
The designated GAM and Contract Specialist are responsible for the overall resolution of any contract related concern. They work in collaboration with multiple departments for problem identification and resolution. These departments include but are not limited to Service, Billing, Credit/Finance, Insurance, Reporting and Order Processing. A detailed description of common complaints and our path to resolution is provided below. 

Service Complaints
Konica Minolta has a multi-phase escalation process designed to determine the root cause of any failure to achieve service standards. This process is enforced to initiate corrective actions, ensuring that any service failures are promptly rectified, and service is returned to acceptable levels. 

Multiple Departments are involved with Business Process Flow for problem identification and resolution as described in our response to 3a.

Konica Minolta adheres to all service requirements outlined in Section IV (A) in Attachment B Scope of Work, including but not limited to; diligent end user training, extensive customer support and the availability of product literature , preventative maintenance, maintaining proper service logs, collecting accurate meter reads, adhering to the service and relocation zone master agreement requirements, ensuring loaner equipment dispersal with machines inoperable for over two days, the guarantee of repair parts availability for five years and 96% or greater of a purchasing entities’ fleet operable. Our methodology to develop, adhere to and measure across the board standards has been carefully fine-tuned over the past ten years of successfully working with NASPO ValuePoint in order to effectively deliver customer satisfaction. We are confident in our service standards execution and are continuously expanding on this process. 

Billing and Credit
Konica Minolta fully understands the importance of timely and accurate invoicing for customers. Should a customer dispute any invoice or a portion thereof the customer will notify Konica Minolta in writing within 15 days of the invoice date, pay the undisputed portion, and the parties will work together in good faith to resolve the dispute. This dispute is directly handled by our Customer Billing Help desk that is dedicated to solely supporting invoice related questions. In addition we have dedicated billers assigned to each of our Customers who will work to resolve any occurrences in a timely manner. Every call is logged into our SAP system along with a description of the issue and the reports are monitored and reviewed by management to ensure our Customers are receiving the highest level of support. 

Purchasing entities can contact their Account Manager who will rectify the discrepancies and have a corrected invoice submitted for full payment. In the event the dispute will take longer than terms of payments specified in the terms and conditions of the Order, payment will be made in full and if warranted a credit will be posted to the purchasing entities account upon resolution of the dispute. If the Parties are unable to resolve the dispute within 30 days of customer’s notification, the parties may pursue all remedies available at law or in equity. 

Reporting and Rebates
Concerns in regards to reporting or late rebate payments will be directly addressed to the dedicated State Contract Specialist, Valarie Rock. With over 3 years of experience, she is responsible for managing Konica Minolta’s Government National Cooperatives Contracts including the current NASPO 140597 contract. Valarie oversees the sales reporting and ensures overall contract compliance. She will work in collaboration with the Government Program Specialist, and thirty-four year veteran, Lisa Murdza, to resolve any reporting or rebate concern. Lisa has extensive knowledge in regards to the reporting and rebate intricacies of NASPO ValuePoint through her experience with 1715, 3091 and 140597. 
General Inquiries
All other forms of customer inquiries are reviewed by the GAM and Contract Specialist as the initial POCs that can provide assistance with numerous different potential contractual concerns. If the GAM and Contract Specialist determine there is a need for escalation, they will evaluate the complaint and determine the appropriate path of escalation. Once a determination is reached, the complaint is forwarded to the appropriate party and timelines for completion are set. The GAM and Contract Specialist will continue to monitor and coordinate with all parties to ensure that a resolution is found and the customer is aware of the process and its status. 

b) Describe how you assess customer satisfaction. Do you send out user surveys, call customers directly, or schedule routine on-site visits?
Customer satisfaction is gauged using several key metrics that measure the most important elements of our performance from a customer’s perspective. Surveys are electronically presented to our customers following implementation and periodically during our contract. Overall performance and lead/participating states expectations are consistently met by Konica Minolta.

Service
Key performance indicators are used to measure our service quality such as: wait time in the Konica Minolta Global Customer Services queue, first call back time, response time for a technician to arrive on-site, time to repair, uptime on a machine basis and a fleet basis, mean copies (prints) between failures, utilization rates of the MFDs and printers, to name a few key measures. Additional measures may be added based on agreed to SLAs. Overall performance and lead/participating states expectations are consistently met Konica Minolta.

Periodic Account Reviews
The primary responsibilities of the sales management team will be to ensure the overall success of the contract; fleet/system efficiency plays a major role in this. Konica Minolta delivers a collaborative and proactive approach to foster improvements. At regular intervals during the length of the contract, the team will coordinate Periodic Account Review (PAR) meetings that will act as a forum to discuss our partnership, the current deliverables, and the development of future strategies. This meeting is the perfect opportunity for use to truly measure customer satisfaction. We recommend these reviews take place on a quarterly basis, or as needed, throughout the term of your contract. 

Our team of Government Account Managers will perform a PAR, on a minimum of a quarterly basis for the first year and then on an as needed basis in subsequent years. The purpose of the PAR is to provide up-to-date data on device usage such as over utilized versus underutilized devices. Konica Minolta will also show cost variances between these two categories and make expert recommendations on where to optimize the device fleet to drive down operational spend. Konica Minolta will look to the customer to either agree to these recommendations or “co-author” a strategy with Konica Minolta that both parties will agree to and implement. In addition, Konica Minolta will make recommendations on device repurposing due to minimal usage. This will allow the ability to “give back” planned capital of future printing devices and allow funds to be redirected to other capital related projects. 

c) What are your quality assurance measures and how are they handled in your organization?
Konica Minolta’s Quality Policy governs all Group companies worldwide aspiring to maximize customer satisfaction and trust by providing products and services of superior value. Ensuring safe, reliable products and services is of the utmost importance and accordingly, has established a unified quality assurance system that addresses quality assurance in terms of the entire product lifecycle. On a global scale we:

i) Share quality issues and cross-deploy countermeasures
ii) Conduct Production Capability Assessments
iii) Hold Global Customer Relations Conferences

Konica Minolta has globally developed a system for quality improvement through development-production-marketing cooperation and pursued customer value with a customer-centric focus. As a result, we have ranked first place overall on the 8th JUSE Quality Management Level Research by the Union of Japanese Scientists and Engineers.

6) Ordering Process:
a) Describe the ordering process, including steps to expedite Orders.
All order processing is done by our order processing teams headquartered in Ramsey, NJ. These teams are responsible for the review of all purchase orders to make sure that they are correct upon receipt followed by timely and accurate entry into our SAP system. Orders are typically entered into our system within 24 hours of receipt of proper order documentation. The order will be shipped from a Konica Minolta Regional Distribution Center to a staging area for pre-installation activities. The local Konica Minolta administrator will coordinate a delivery and installation schedule with the local end user location, our drivers will deliver on set date, a technician will follow within four hours after the delivery to install and our local trainer will call to schedule training. Orders for consumable supplies can be placed through our web-based fleet management tool, www.mykmbs.com or toll-free telephone number.

Master Agreements a department headquartered in Ramsey, NJ also assists from an order management standpoint. They review all orders for compliance and refer any concerns to the State Contract Team. Any item placed on an order above contract pricing or not in the catalog with be immediately flagged and returned to its’ origination point for revision. 

The collaboration amongst several Konica Minolta departments enables all orders to be processed in a timely and accurate manner. On the occasion that a specific order must be expedited Konica Minolta is also able to accommodate this request. An indication is placed on the file at the time of order and all parties involved are immediately alerted to give this order priority in the queue. 

Standard Order Process
Orders can be emailed (corporateordes@kmbs.konicaminolta.us) for immediate processing. Konica Minolta has a hotline that customer can call between 8:30 am and 8pm EST to check on the status of purchase orders at 800-456-6422 Ext 2519. Our dealer network supports this response, and where authorized by the Participating State, they will have the ability to accept and process purchase orders directly as well.

i) Requested order is immediately input from the order- processing center through the KM Corporate Order Entry System
ii) Within 24 hours an Order Number is generated against the order input
iii) Within 24 hours inventory is checked for availability at the Branch Servicing  Center (BSC)
iv) Upon confirmation of inventory availability, a serial number is assigned to the order
v) Upon assignment of a serial number, the schedule ship date/delivery date is confirmed
vi) Upon shipping, an invoice number is immediately generated
vii) Upon shipping confirmation, the Konica Minolta device(s) is entered into the Konica Minolta SAP System (a database/software that supports the Customer Care Center). 
viii) Upon entry into SAP, the device(s) is immediately scheduled for technical setup at your location  
                  	                                                         
All of the order information from time of order input is tracked by the Konica Minolta branch administrator and assigned Account Representative. Our order entry system is an enterprise wide system offering available access from any Konica Minolta desktop or networked laptop as well as remote dial up access.

Expedited Order Process
Upon a customer’s request for an expedited order processing, the sales representative will upload the order documentation into the system and will code it as a “rush”. Once administration receives the request, they will prioritize the order and process it in accordance with our standard procedure. 

b) Describe your organization’s process for resolving disputed invoices, including escalation procedures.
Konica Minolta fully understands the importance of timely and accurate invoicing for customers. Should a customer dispute any invoice or a portion thereof the customer will notify Konica Minolta in writing within 15 days of the invoice date, pay the undisputed portion, and the parties will work together in good faith to resolve the dispute. This dispute is directly handled by our Customer Billing Help desk that is dedicated to solely supporting invoice related questions. In addition we have dedicated billers assigned to each of our Customers who will work to resolve any occurrences in a timely manner. Every call is logged into our SAP system along with a description of the issue and the reports are monitored and reviewed by management to ensure our Customers are receiving the highest level of support. 

Purchasing entities can contact their Account Manager who will rectify the discrepancies and have a corrected invoice submitted for full payment. In the event the dispute will take longer than terms of payments specified in the terms and conditions of the Order, payment will be made in full and if warranted a credit will be posted to the purchasing entities account upon resolution of the dispute. If the Parties are unable to resolve the dispute within 30 days of customer’s notification, the parties may pursue all remedies available at law or in equity. 

c) Describe your organization’s process for issuing refunds or credits to customers due to invoicing errors, over-payments and Product returns.
Customers can contact their Account Manager who will rectify the discrepancy and have a corrected invoice submitted for full payment. In the event the dispute will take longer than terms of payments specified in the terms and conditions of the Order, payment will be made in full and, if warranted, a credit will be posted to the customer’s account upon resolution of the dispute.

d) Describe the steps your organization takes to mitigate supply-chain issues and how you ensure that Products are available to Purchasing Entities with minimal delays.
Due to the COVID pandemic, global technology providers experienced unforeseen supply chain challenges.  These unpredictable challenges impacted product delivery lead times and unexpected shortages of certain products.  Konica Minolta mitigated these issues through a number of actions including:
· Developing a proactive communication plan with our customers to inform them of the challenges we were facing
· Mobilizing our workforce to accommodate the requirement of our Customers while considering the safety and wellness of our employees  
· Proactively managing  global delivery expectation times for standard delivery times to 30-60-90 cycles 
· Managing production capacity and mitigating shipping time through:
· Leverage strategic relationships with strategic partners and logistics suppliers
· Acceptance of premium rate container shipping spot rates
· Diversion of  shipments to less congested ports
Konica Minolta is committed to supporting our Government and Public Sector Customers to meet the obligation of our agreements.  Our management team is agile in working through the unpredictable market disruption experienced in recent years. 

7) Organizational Security:
a) Provide a copy of your organization’s Data Breach plan. 
Konica Minolta is ISO 27001 certified and its programs and policies meet the rigorous requirements necessary to obtain that certification. This includes data center and network vulnerability management, security awareness and incident response. Konica Minolta is subject to an annual audit by a qualified third party to ensure it is meeting its compliance obligations. For security reasons, Konica Minolta does not release copies of security policies, continuity plans, audit results, or risk assessments as part of its solicitation responses. However, Konica Minolta personnel are available to answer any questions prospective customers may have about the security of its systems and data.
 
(ISO 27001 maps to NIST 800-53 and are provided with our response Folder 2 of the electronic submission, titled “Attachment F.7a&b ISO 27001 and NIST Special Publications 800-53 respectively”. 

b) Describe, in detail, how it adheres to NIST standards. Your response must include your policies regarding breach detection, notification, and response time.
Konica Minolta is ISO 27001 certified and its programs and policies meet the rigorous requirements necessary to obtain that certification. This includes data center and network vulnerability management, security awareness and incident response. Konica Minolta is subject to an annual audit by a qualified third party to ensure it is meeting its compliance obligations. For security reasons, Konica Minolta does not release copies of security policies, continuity plans, audit results, or risk assessments as part of its solicitation responses. However, Konica Minolta personnel are available to answer any questions prospective customers may have about the security of its systems and data.
 
(ISO 27001 maps to NIST 800-53 and are provided with our response Folder 2 of the electronic submission, titled “Attachment F.7a&b ISO 27001 and NIST Special Publications 800-53 respectively”. 



c) Has there been a data breach that has affected a Purchasing Entity within the last three (3) years?  If so, how did you resolve the issue?
To our knowledge there has not been a data breach at Konica Minolta that has affected a purchasing entity.

8) Hard Drive Protocols:
a) Describe, in detail, the protocols that are followed for hard drive sanitation and removal. 
Konica Minolta devices utilize Solid State Drives (SSD), instead of older hard disk technology; SSD’s do not present the same security concerns as a magnetic storage device (HDD) RAM.

Option 1: As-Is Disposal
Customer will delete the device SSD using the MFP’s built-in SSD function. MFP will be picked up according to the respective terms and conditions of the NASPO ValuePoint contract and disposed of accordingly in a responsible manner. Konica Minolta provides step by step instructions on how to perform the SSD overwrite.

· Konica Minolta would not be responsible for any Personal Identification Information (PII) left on the MFP’s SSD if the Customer chooses to sanitize the SSD using internal resources.

Option 2: In-Place Data Cleaning
Where available, a Konica Minolta Field Engineer will perform an erase function of the SSD using built-in sanitization technology. The drive will be cleared of data and re-initialized in the device prior to disposal. Availability of this option depends on model and configuration.

Konica Minolta Responsibilities:
· Identify available “data overwrite” compliance options available for specific device(s).
· Inform the Customer what data overwrite compliance options are available for applicable MFP models.
· Inform the Customer on the estimated time required for the chosen SSD sanitization method.
· Obtain Customer’s certification that the data overwrite may be performed. Once initiated, data stored on the MFP’s SSD will not be recoverable.
· Perform overwrite functions pursuant to the option selected by the Customer and options available for the specific MFP.

Customer Responsibilities:
· Contact Konica Minolta and schedule service date.
· Identify devices requiring data overwrite.
· Provide Konica Minolta Field Engineer(s) physical access to all MFPs requiring data overwrite.
· Review and select overwrite options applicable to MFPs requiring data overwrite. Inform the
Konica Minolta Field Engineer of the overwrite options selected for the MFPs requiring data overwrite.
· Authorize the Konica Minolta Field Engineer to perform the data overwrite. Once initiated, data stored on the MFP’s SSD will not be recoverable.
· Acknowledge data overwrite was completed by signing the Project Completion portion of this document.

Option 3: SSD Replacement and Return
At the time of disposal and at an additional charge, the internal SSD will be removed and sealed in a container and returned to the Customer. A replacement SSD will be installed and re-initialized with the generic device control programs. Availability of this option depends on model and configuration. 

Konica Minolta Responsibilities:
· Contact Konica Minolta and schedule service date.
· Provide Konica Minolta with a contact at location authorized to receive SSD.
· Identify and order replacement parts for MFPs requiring SSD replacement.
· Remove SSDs from applicable MFP devices.
· Place SSD in a sealed container and surrender to the Customer’s designated recipient.
· Install replacement SSD (and any other requisite parts). Initialize the system and install base
MFP system firmware permitting standard operations and functions. It may not be possible to reinstall special application/add-on software packages. (Examples include: i-Option applications, audit software, accounting software and document management software.)
Customer Responsibilities:
· Identify devices requiring SSD replacement. Provide Konica Minolta with MFP model and serial number.
· Provide Konica Minolta Field Engineer(s) physical accesses to all MFPs requiring SSD replacement.
· Authorize the SSD replacement.
· Designate by name the individual(s) who shall receive SSDs removed from the MFPs.
· Acknowledge completion of the SSD replacement(s) by signing the Project Completion portion of our SSD Statement of Work.

bizhub SECURE
As an additional option at time of Device Installation, the customer can install our bizhub SECURE solution. 

Software (Firmware based) SSD Encryption
SSD data can be encrypted by entering a 20-alphanumeric character passphrase. A 256-bit encryption key is generated from the passphrase and unique device specific data (MFP internal value), using a Konica Minolta unique key generation algorithm each time the power is turned on. This process makes it virtually impossible to identify the encryption key by brute force attack. The data on SSD is encrypted with 256-bit Advanced Encryption Standard (AES-256). Even if the SSD is removed from the MFP and installed into a PC, the data stored in the SSD cannot be read. MFP firmware and swap data areas are not encrypted same as self-encryption.

Storage Lock Password (SSD Self-Encryption)
SSD data can be encrypted by entering a 20-alphanumeric character passphrase. A 256-bit AK (Authentication Key) is generated from the passphrase and unique device specific data (MFP internal value); using a Konica Minolta unique key generation algorithm each time the power is turned on. This process makes it virtually impossible to identify the AK by brute force attack. The AK is then used for access control to the SSD and protects (encrypts) the DEK (Data Encryption Key) for self-encryption. The DEK encrypts the data on SSD with 256-bit Advanced Encryption Standard (AES-256). The data stored on this SSD is protected even if the SSD is removed from the MFP and installed into a different MFP or PC. The SSD data cannot be read nor can it be accessed without the AK.

Data Delete of Electronic Documents on a Timed Basis
· Data Auto Deletion allows an administrator to set an auto deletion timer for data stored in the personal or public user boxes, as well as system boxes (e.g. secure print box or encrypted PDF print box)
· The auto deletion setting will erase the copy, print, scan or fax jobs stored in boxes, depending on the storage period and the time frame selected for deletion.
· The data is automatically erased using a highly secure, delete method.

b) How will your organization ensure that your Authorized Dealers conform to these requirements?
To ensure compliance with contractual nuances such as proper hard drive/solid state drive sanitation and removal, it will be included in our training materials, Dealer Participation Agreement and included in in all training sessions and launch discussions with Dealers. 

Our Authorized Dealers are contractually bound to uphold all of our contract terms and conditions. Consequences for contract violations from Dealers are explicitly outlined in the previously referenced DPA along with the terms and conditions in the Master Agreements/ Participating Agreement and Konica Minolta policies. 

Konica Minolta provides every dealer with an initial launch package and PowerPoint presentation, this presentation would include the hard drive sanitation and removal requirement. In addition to this initial training, Konica Minolta personnel conduct quarterly meetings and follow up sessions. Konica Minolta routinely monitors our dealer and branch performance to ensure that each are fulfilling the required terms and conditions of the Master Agreement. 

Our entire Government sales team is readily available to our branches and Dealers to answer any questions in regards to the Master Agreement or individual Participating Addenda. All Dealers and branches also have support readily accessible through the Konica Minolta secure portal. This site provides Dealers with the most up to date launch materials, contract terms and conditions and additional resources. These documents are also regularly reviewed by the Government and Master Agreements Team to ensure compliance and accuracy.

c) What is your process for ensuring that other Manufacturers don’t remove hard drives in your Equipment?
Konica Minolta's bizhub MFP Storage Devices come standard with an Electronic Locking mechanism:

Solid State Drive (SSD) – SELF-ENCRYPTION/STORAGE LOCK PASSWORD
The most recent generation of Konica Minolta MFPs — the “i-Series” (C360i Series) — feature SSDs (Solid State Drives) instead of HDDs. These new drives also employ a self-encrypting technology. In addition, when the SSD Storage Lock Password is set, a 256-bit authentication key (AK) is generated by entering a unique 20 alphanumeric password and unique device-specific data (MFP internal value), using Konica Minolta’s own unique key generation algorithm. This process is repeated each time power is turned on at the device, making it virtually impossible to identify the AK by brute force attack. The AK is then used for access control to the SSD and protects (encrypts) the Data Encryption Key (DEK) for SSD self-encryption. The DEK is used to encrypt the data on SSD with 256-bit Advanced Encryption Standard (AES-256) and is stored inside the MFP. The data stored on this SSD is protected even if the SSD is removed from the MFP and installed into a different MFP or a PC. The SSD data cannot be read nor can it be accessed without the AK.
 
Illustration for the SSD lock password
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9) Warranties:
a) Describe any additional warranties you offer on your Products.
Konica Minolta provides the peace of mind that comes from offering the industry’s best guarantee, direct from the manufacturer. This guarantee is balanced, equitable and free. Freight charges and labor costs are included. The Konica Minolta MFP must meet factory specifications and function on the user’s network or Konica Minolta will replace it for free with the equivalent model:

i) First two years: replacement will be a brand new MFP 
ii) After two years: replacement may be new or refurbished
iii) Plus, Konica Minolta will also provide a $1,000 credit towards your next Konica Minolta MFP 

Konica Minolta is committed to providing the best user experience for all of our customers through a proactive process of fast response and resolution. The Konica Minolta Customer one Guarantee represents our commitment to meeting and exceeding customer expectations. One of the key features of this industry is our ability to make fast replacement decisions. First responders are empowered to make decisions assuring customer satisfaction early throughout the process. Proactivity and communication are central pillars to Konica Minolta. Customers are notified that we are monitoring their MFP closely and looking to head off any potential issues. There are three potential interventions; monthly reviews, in the field support and online/phone support, all with the power to authorize a replacement. 

Guidelines	
iv) Equipment must be covered under full coverage maintenance agreement for term of Lease
· Genuine Konica Minolta parts and consumables must be used throughout the term of the lease and maintenance procedures must be performed according to published schedules
· Improper use, electrical power, customer abuse and/or negligence and acts of God are not covered under this program
v) Equipment Replacement Guarantee
· If Konica Minolta Business Solutions USA, Inc. or its authorized Dealer is unable to service a Konica Minolta product in the customer’s office, a loaner will be provided at no charge while in-shop Repairs are performed
·  If within the first two years after installation the equipment cannot be repaired to meet factory specifications, we will replace it with a brand new Equivalent Model.
· After the first two years and through the end of your lease, if the equipment cannot be brought to original specification, we will replace it with an equivalent model that may be new or refurbished
· If the equipment is replaced during the course of the lease, the customer will receive a credit of $1,000 towards the lease of a new Konica Minolta MFP provided it is exercised within 30 days of lease expiration. 
· Products purchased or installed over 5-years from the invoice date are not eligible for customer one claims.

b) Have you ever encountered a situation in which a customer exercised the Lemon Clause? If so, please describe the situation in detail, and include the type(s) of Devices this affected and your resolution in ensuring customer satisfaction.
While a need to exercise the lemon clause does not happen often, on occasion situations do take place that require Konica Minolta’s intervention. One example involved a large commercial print AccurioPress C6100 that kept dropping off of a customer’s network. The customer had expressed their frustration in regards to the amount of time spent troubleshooting for a newly installed machine. Konica Minolta arranged to have a new controller and C6100 on site the next day via our Customer ONE Guarantee. This rapid resolution eliminated the customer’s frustration. The customer was very pleased with Konica Minolta’s responsiveness. The actual issues ended up being the customer’s settings on their domain server. The swift arrangement of a replacement for the original unit was essential in resolving this issue. 

10) Recycling and Trade-In Programs:
a) Do you offer a pickup program for end-of-life Devices?  If so, please provide detail regarding the program and how customers can utilize it.
Konica Minolta uses R2 and/or eSteward certified recyclers for the disposal of end of life printers and copiers, as well as consumables products such as toner and imaging units.

First, the device is sanitized and received in a Konica Minolta secure location and an evaluation is performed to determine its final destination. The device will be examined for possible Eco-Parts programs, wholesaling, or destruction based on your requirements and special requests. For any devices that are to be destroyed the below process is complied with in each location.

All locations across the country dispose of devices at end of life through contracted recyclers that have achieved R2 Certification. The R2 Standard sets forth requirements relating to environmental, health, safety, and security aspects of electronics recycling. R2 requires e-recyclers to assure that more toxic material streams are managed safely and responsibly by downstream vendors-all the way to final disposition. It also prohibits e-recyclers and their downstream vendors from exporting these more toxic materials to countries that have enacted laws making their import illegal.  Each of the locations used are also in compliance with State, Local, and EPA guidelines as well as many being members of NAID.  NAID is an international trade association for companies providing information destruction services. NAID membership provides Customers the confidence that their electronic waste and the sensitive data it may contain will be managed with industry-leading security. Every recycler will also provide us with a certificate of destruction. Each location is a secure location and all devices are completely destroyed via shredding or disassembly.

In California, all devices would be picked up from the customer and brought into one of three Konica Minolta locations, Hayward, San Diego, or Pomona.

Konica Minolta locations are all secure storage locations, from the location that the devices are delivered to a compliant recycling location for destruction and disposal based on the proximity of the pickup location. For each pickup of the device, an RMA is created to our facility to track the device. Once the facility receives the device an order is created for the recycler along with a proof of delivery form that serves to document the delivery to the recycler for destruction. This process provides the documentation from pickup at the Customer through delivery to the recycler’s acceptance of the device for destruction.

Additionally, Konica Minolta utilizes used PET Bottles and PC Gallon Bottles that are made into Outer Casing Material for MFPs (the use of recycled materials has increased to about 25% for total resin content by weight in the MFP main body).  We also utilize recycled materials such as milk bottles made out of polyethylene, which are widely distributed in Europe and the U.S. in our products., these bottles are remanufactured and turned into toner bottles for our MFPs. Konica Minolta has succeeded in raising the percentage of PCR in the raw material used for toner containers from 25% to 40% and intends to increase it to 100% in the future.

b) Do you offer a used-cartridge trade-in allowance? If so, how does your program work?
There is no trade in allowance. The Customer simply returns the used cartridges at no charge to them for proper recycling.  Currently the toner cartridges are being broken down by component type and recycled appropriately or turned into raw materials depending on the component. No materials end up in landfill.

c) Describe your toner cartridge recycling program.
Konica Minolta’s cost-free Clean Planet program allows you to order exclusive recycling boxes to store Konica Minolta consumables, such as toner cartridges, imaging units, waste toner bottles, developer units, and drums. Once the box is full, you can apply a prepaid UPS label to the box and ship it via UPS to the nearest processing facility. 

Clean Planet Overview
Clean Planet offers multiple programs to return consumables for ease of use. To lessen the environmental impact of shipping, we encourage you to select the program that most closely meets your monthly usage of cartridges and bottles.
[bookmark: bookmark=id.30j0zll]
Small and home office customers: “Create Your Own Clean Planet Box”
The Create your own Clean Planet Box is intended for customers who use less than 3 consumables per month. Simply consolidate at least 5 Konica Minolta consumables in your own spare box (any box that you have on hand is fine to use), affix the UPS shipping label after printing it from this website, and ship. Please note: The Konica Minolta Clean Planet Program is available to customers of Konica Minolta only. The create your own clean planet box accepts only Konica Minolta branded consumables. Konica reserves the right to refuse shipments that are not in compliance with the program guidelines and/or return shipments that do not comply at the expense of the sender. 
[bookmark: bookmark=id.1fob9te]
Mid-sized customers: “Box Program”
The Box Program is ideal for customers who utilize between 4 and 200 cartridges per month. Each order includes 3 individual recycling boxes that are designed to hold 10 to 15 items (when placed into the recycling box without the original packaging). The boxes come complete with pre-affixed return UPS labels. When a box is full, simply secure the liner with the included zip ties, tape the lid, and schedule a pick up through UPS.
[bookmark: bookmark=id.3znysh7]
High-volume customers: “Gaylord Program”
The Gaylord Program is specifically for customers who use a large volume of consumables each month (greater than 200 pieces) and have the space to use a 4’ by 4’ by 4’ gaylord. Konica Minolta can arrange for the delivery and pickup of recycling pallets that hold a larger quantity of consumable items. Customers who lack the space can utilize the box program instead. Material should be placed into the lined gaylord without any original packing. To schedule a pick-up, contact us. Please note: gaylord kits are shipped via tractor-trailer and are roughly a 4’ by 8’ footprint on a single skid. Gaylords, liners, and lids are provided; however, the skids needed for return are not provided.

11) Supply Management
a) Does your toner (or any other supplies) contain “smart chips,” any computer code, or any other design element that would disable the equipment or impair it in any way (i.e. exceeding an authorized number of copies, advancing the Device to a particular date or other numeral, etc.)?
Our proposed models do not contain “smart chips” but some of the consumables used in Konica Minolta workgroup devices do contain a "smart chip."  That chip is used for anti-counterfeiting and storing of an estimated toner remaining value.  The copy counts, and estimated toner remaining are not used to determine when a consumable has reached its life end, and does not stop the device from working.

b) Can your Supplies be remanufactured by third-parties?  What is your position on remanufactured ink cartridges?
Genuine Konica Minolta supplies are used under all Konica Minolta Service Agreements for all Konica Minolta Equipment. For non‐Konica Minolta products Konica Minolta will provide fully certified compatible toner and print cartridges for use in covered non-KM equipment.
Our Service Agreements Terms and Conditions include the following Warranty statements:
· Warranty: Konica Minolta warrants that the services shall be performed in accordance with the manufacturer’s recommendations and specifications for the equipment. Konica Minolta makes no other warranties whatsoever express or implied with regard to the service, the software included with the equipment or its installation, or maintenance, and expressly disclaims and customer waives all implied warranties of merchantability and fitness for a particular purpose.
· Limitations on recovery: customer’s exclusive remedy for breach of warranty shall be repair of the equipment or replacement of a nonconforming part, at the option of Konica Minolta. The parties waive their respective rights to special, consequential, exemplary, incidental or punitive damages arising out of or relating to services provided under this agreement, including but not limited to, damages due to loss of data or information of any kind, loss of or damage to revenue, profits or goodwill, damages due to any interruption of business, damage to customer’s computers or networks, even if Konica Minolta has been advised of the possibility of such damages. The parties reserve the right to recover contract damages allowed via this agreement. Konica Minolta’s liability under this agreement is limited to damages on the cost of alternate maintenance services and/or consumables purchased by the customer. The parties agree any claim must be brought within one year after the alleged damages are incurred.

12) Managed Print Services:
a) How long has your organization been providing Managed Print Service solutions? Include any specialized training or experience that your organization or Key Personnel within your organization possess in your response.
Konica Minolta has been managing print environments since the company first began selling print devices. Our Managed Print Services (“MPS”) program was officially branded in 2008 due to market focus on MPS-specific terminology, and since then we have continued to grow our MPS workforce with a focus on the goals and objectives of our customers in mind. Today, we have regional directors of MPS, account solutions analysts, and managed service executives that solely focus on MPS expansion and development in the marketplace. 

Our entire sales force is required to take a series of courses to self-certify and increase expertise in the MPS market. We have been recognized as a leader in Gartner’s Magic Quadrant for Managed Print and Content Services. Additionally, Konica Minolta has been named a ‘Leader’ in Managed Print Services by Quocirca. The industry analyst’s Managed Print Services 2022 report recognized Konica Minolta’s Intelligent Connected Workplace (ICW) portfolio of hardware and solutions and its ability to deliver integration across the entire workplace ecosystem.

b) Describe in detail, what your organization’s free initial assessment consists of. How do you identify what the needs of the customer are so that you can provide a preliminary estimated cost savings and make recommendations on how to improve fleet efficiency?
Once a customer has confirmed participation in an initial assessment, Konica Minolta meets with the customer to confirm the timeline as well as access requirements and contacts necessary for the assessment’s completion. The expected timeframe is approximately 2-14 days. The variance would depend on the size of customer’s fleet, the number of buildings, site accessibility and required data. Konica Minolta estimates 1 or 2 analysts will be involved in each assessment depending on size. We do request a contact for IT and operations to provide support when necessary for our deployed assessment team. 
 
The assessment begins with the installation of our discovery app to obtain the fleet data located on the agency’s network. This is accompanied with a walk through of the facility/facilities to document the current fleet and map all of the devices.  Interviews with stakeholders may also be needed to assist with providing clarity on customer workflows that assist with the final recommendations. This information obtained from the network, the walkthroughs and from stakeholder interviews are used to effectively make determinations on fleet right sizing and to finalize an implementation plan.

The information gathered through this analysis assessment determines a baseline for a future strategy plan. Our print management program goes beyond lowering output costs by consolidating devices, driving down cost per page and reducing print consumption. It is designed and customized to help solve fundamental document-based business problems, including security vulnerabilities, compliance risks and inefficient document workflows that lead to lower productivity.

c) Describe how you calculate realistic cost savings for implementation of MPS. 
Cost reduction is based on creating a baseline of current costs and the evaluation of soft costs related to improving efficiencies. The baseline is set after performing a complete assessment of the current printer fleet (device inventory, review of device models and operational costs per device, volume analysis and utilization trends). Optimization and additional cost reduction is realized by identifying areas of opportunity related to automation of processes and business process improvement. 

Konica Minolta designs optimization plans that meet our customer’s desired business outcomes. Through our MPS implementations we work with our customers to improve user to devices ratios to as much as 10:1, helped establish print policy methods that enforce, duplex, color usage, number of copies allowed, print warnings etc. Our program has helped our customers rationalize their total number of devices and standardize on lower TCO cost devices while reducing the total number of pages printed to deliver significant savings. The lowest cost to print is the page that is not printed. 

Savings are based on the degree of change supported by the Customer; some Customers have obtained savings in excess of 30% of Total Cost of Ownership. Building a comprehensive plan of continual process improvement maximizes the overall cost savings.

d) Describe your organization’s implementation strategy. The strategy should contain your approach to training, communication plans, and how continuous improvement and program management are collaboratively addressed.
Our implementation strategy begins with an assessment of the current environment, followed by a multi-phase implementation process based on the information confirmed within the assessment. Below is a detailed explanation of the process:


Assessment
Konica Minolta begins the assessment by an Equipment Inventory Listing, provided based on automated device discovery at no cost. Assessment deliverables are divided into 3 levels, with each level including different valuable data:

· Level 1 Assessment- This document will provide a current state of equipment inventory; it is the first step to identifying the customer’s equipment assets.  
· Level 2 Assessments - The second level of Konica Minolta’s offering provides Office Equipment Production Evaluation and Mapping, completed via a site walk through, business office equipment location and positioning on provided floor plans, and detail of connected versus non-connected products
· [bookmark: _heading=h.2et92p0]Level 3 Assessments - The third level of the survey offerings is designed to provide a complete detail of all office equipment within the enterprise on a site-by-site basis and make recommendations for optimization.  This includes interviews with end-users and compilation of statistics that will be delivered based on the information findings.   Recommendations will be made based on equipment optimization, improvement of efficiencies and cost reduction measures.  The information provided can be utilized for budgeting purposes and print strategy policy development within the enterprise

Implementation
Implementation for all engagements will be handled by a cross-functional team from Konica Minolta with direct responsibility for all aspects of the project. Konica Minolta’s implementation team will be led by our Engagement Team Manager, who will coordinate a variety of resources including: 

· Project Manager
· Service Management
· Solutions Engineers
· Account Management
· Technical Resources
· MPS Specialists
· Logistics for delivery and implementation. 

Once the implementation is complete, steady-state support will be managed by our OPS Division, Service Department, Help Desk and Account Management Team. 

Change Management Plan
Transitioning State departments from an unmanaged to a managed print environment will be accomplished by applying Konica Minolta’s proven process. Elements of the process include; 

· Defining print policy and objectives collaboratively with the State
· Thorough current State assessment
· Optimized design recommendation
· Design revisions and approval
· Change management communications
· Implementation
· User and administrative training
· Measurement of results and satisfaction
· Adapting to the lessons learned to fine tune the implementation
· Ongoing measurement and continuous improvement.

Program Management
Konica Minolta provides consulting and assessment services. Our recommendation is to jointly establish a policy around print. This policy can be universal or customized by department. With an established print policy, the provided user popups can be immediately used as part of a communication campaign, “Inform.” Customized E-mail campaigns can be developed and sent to users ahead of the implementation and roll out of the proposed solution. Konica Minolta offers as part of our standard offering Periodic Account Review or PARs. During the PAR reviews additional recommendations will be made based on fleet data collected and measured against the established baseline. Education and awareness is the key to change. We help make every print an informed decision.

Moves and Management
Our standard policy is to recommend phasing out older copier/MFDs as they near or reach end of their lease and refreshing with new, more capable MFDs. When possible, it is most efficient to refresh an entire department or building at one time so that the end user transition is much smoother and easier. In a majority of cases local and older printers are removed, copiers are refreshed with new MFDs, and a secure print anywhere capability is implemented. This gives the users the ability to send their print jobs from their PC or mobile device then authenticate and print their jobs on any MFD. This provides built in redundancy and fault tolerance to their print environment and allows them to be aggressive about older printer reductions without inconveniencing the user base. In fact, this process provides better print capabilities to the end users while at the same time achieving objectives for device consolidation and cost savings. We find that without implementing a secure print anywhere (also called Follow You Print) capability, that cost savings targets are rarely met. Simply removing older print devices is not enough to create a more productive and most cost efficient environment.

Training
Konica Minolta’s implementation staff is kept up to date with regular MPS training efforts to provide end users with a smooth transition to the Konica Minolta MPS program. In addition, these experts are available to assist End Users with frequently asked questions and provide guidance on specific workflow processes and improvements. 

Communication
Konica Minolta believes that communication and education is the key to changing established environments. People define culture, and culture always trumps technology. Well-defined enforceable print policy will ensure change takes place. Education and communication can be done by using print policy pop-ups when users print. The goal is to create a culture of responsible printing with Policy Print by giving employees information when it can make a difference: before the print job is sent to the printer.

Continuous Improvement
Konica Minolta emphasizes the need to improve within the industry, and our MPS program is a prime example of that. The Konica Minolta MPS program has adapted both in price, offering, and emphasis over the course of its life to ensure that we keep up to date with market trends. During the implementation process, our number one priority is to provide the end user with a program that evolves and improves over time while continuously updating and enhancing the current print environment. 

e) Describe your training approach to ensure that customers are well versed in how to maximize your Managed Print Services approach. You should include the types of training available (targeted, web-based, on-site, one-on-one etc.) in your response.
Konica Minolta provides comprehensive and focused training tailored to the needs of each of our MPS Customers, ensuring full utilization of the devices and complete satisfaction with the output. 

Post award, but prior to the installation of the product, we will outline and present a detailed training plan according to the methods preferred knowing it is an important step in realizing a smooth transition to a managed print environment that may include new print policies, new devices for some users and other changes based on the agreed upon implementation, change management, and/or program management plans outlined in the SOW. 

Training is typically provided in two phases: Orientation and In-Depth Training

Orientation 
· Provided by a Konica Minolta certified technician 
· General overview following install of basic functions and uses: 
· Clearing jams 
· Changing toner and reloading staples 
· Placing service calls 
· Reading meters 
· Includes functionality testing by the technician 

In-Depth Training
· Coordinated by the Customer Support Representative 
· Customized and scheduled to meet customer requirements as agreed upon in the implementation, change management, and/or program management plans outlined in the SOW. For example, training on how to print if rules-based printing pop-up warnings have been implemented to move print to the best machine for the job. 
· Time is dedicated to complex device functionalities 
· Enlists specialists for advanced software solutions training 
· Customer-specific training materials:
· Video 
· Webcasts 
· Laminates 
· Guides 
· Onsite Classroom or one-on-one training

f) How does your organization remain competitive in the managed print industry to improve efficiencies? How do those efficiencies transfer to your customers?
Konica Minolta utilizes its expertise in the industry and its adaptability to improve efficiencies and remain competitive in the industry. As an established MPS provider, we employ established solutions in our portfolio to enhance our offerings as well as establish new avenues for success. These successes directly improve a customers’ experience and establish a constantly evolving system that understands the needs of the user. 

Below are examples of innovative technologies and solutions that we are using to create a more effective program customers can take advantage of:

Workflow Automation Software
Konica Minolta’s workflow automation software helps end users control, handle, share and store critical business documents. Our innovative business solutions combined with the power of our award-winning bizhub multifunction printers help maximize productivity and increase business efficiencies. Examples of these efficiencies include freeing up staff from having to perform redundant manual work, reducing costs by eliminating the need for outsourcing, and boosting productivity by speeding document indexing and routing capabilities. 

Electronic Content Management Solutions
Konica Minolta provides comprehensive ECM (Electronic Content Management Solutions) solutions and has a proven track record of successful ECM implementations. Our solutions are customizable and scalable based on customer need. 

Using rules-based procedures that can be updated and integrated with existing workflows, our ECM solution provides immediate return on investment for customers by increasing productivity—and freeing employees to concentrate on accomplishing their mission.

Konica Minolta’s ECM solution captures any type of document, automatically creates PDF/A OCR versions with searchable text, enhances security and provides multiple quality control measures—including image and index review, manager review, and double-blind indexing. These steps can be audited in real time or via batch scan reports. This comprehensive solution contains multiple security features to protect end user’s documents against unauthorized access, modification or deletion. User access can be restricted to necessary functions, so that user privileges can be tailored to their specific business roles—and users can examine documents without having access to backend storage media.

In the government vertical, solutions are needed that provide replication of files across magnetic and write-once media in compliance with secondary media security protocols. ECM provides an avenue to file replication where documents can be stored in multiple locations, with Records Management control to automate your retention policies and integrate your records management strategies across content types and departmental units. This provides the customer with easy access to required documentation while maintaining enhanced security of confidential information. 

Konica Minolta has proven success in meeting government auditing and record-keeping requirements. Our ECM solutions include extensive system reporting and document history capabilities, including the ability to capture all actions taken on a document, non- spoliation and enforcement of e-policies with full featured reporting for a complete picture of repositories and processes.

Cloud Based Document Management
Konica Minolta offers unlimited document size capture, complete Administrative Console to allow user setup, security implementation, as well as complete user tracking of document, with version control, and document lifetime management. Our cloud-based EDM is hosted and managed in the Konica Minolta/AllCovered Cloud-based infrastructure. The appointed local administrator manages all facets of the cloud solution. KM also offers comprehensive mobile offerings for iOS and Android, as well as iPad for a complete mobile document access tool.

KM Cloud Based Scan Capture Management
Konica Minolta offers a scan/print application from the MFP control panel that allows scan-to and print-from technology directly from any fleet of MFP devices.

The following list provides examples of benefits that the customer can achieve through implementation of an Electronic Document Management Program:  

· Save time by automating manual tasks
· Reduce labor costs
· Provide additional flexibility
· Safeguard and secure documents
· Increase speed of data entry
· Easily share and access information
· Integrate with security protocols to improve security
· Create widespread access for an on the go workforce

Pull Printing
We provide a secure, server-based pull printing capability that enables users to submit print jobs from both Windows and mainframe applications. Since the application holds the users’ queues on a server, users are able to release print jobs from any integrated networked MFD/printer.

Implementing a pull printing capability enables cost savings through the elimination of desktop printers and a reduction in page volume. Gartner’s analysis and research shows that implementing pull printing can reduce total page volume by 20%: customers reported a decrease in output because of “deleted jobs” by the user at the printer, or by default when they are purged from the print queue after an extended period of time. 

Innovation
Konica Minolta’s approach to Managed Print Services has remained ahead of others in the industry by combining the company’s global expertise with local market insight and extensive public sector vertical market knowledge. This has enabled us to design and build solutions that can be easily adapted to address the differing needs of government organizations operating across the country, irrespective of size. Managed Print Services have become an essential cornerstone of secure, cloud-based digital workflows that empower flexible and remote working. Konica Minolta’s comprehensive innovative offering can include spanning digital, print, IoT, artificial intelligence and augmented reality solutions.

g) What is your experience with driving and communicating Change Management?
Konica Minolta instills a mindset of “Printers Don’t Print; People Do” when we communicate change management so that users understand that print management starts with them following the agencies guidelines.  We have extensive experience with Change Management and are consistently enhancing our portfolio to continue to ease the shift to a new print environment. Transitioning from your current vendor to a managed print partner also requires care to manage the end-user’s experience.

Heightened End-User Experience: People desire to be taken care of within their business environment. Your internal customers are our external customers, and we both strive for the same outcome: a consistent end-user experience that promotes workplace satisfaction. This will take place through the Change Management Transition Process, which encompasses the following approach:

· Generate awareness of why change is needed. This may be financial and/or environmental.
· Develop a desire to support and participate in the change. Participation must also come from key leadership stakeholders.
· Provide knowledge of how to change. With support material like our Program Guide and Project Management Team’s intervention, team members and others will be fully engaged.
· Apply constant reinforcement to sustain the change. Change stays with repetition and redundancy.

Konica Minolta will incorporate the following different elements within Change Management to encourage end-user buy-in:

· An Organization-Specific Branded Theme
· The Development of Official Marketing Materials, with customer input:
· Official branded C-Level email announcements
· “Did You Know” literature
· Lobby/break room signage
· An ISO-like auditing program to  reinforce good habits

Benefits that a structured Change Management process will provide include:

· Tangible Deliverables
· Controlled Introduction and Roll-Out
· Identification of Facilitators, Stakeholders, and Executive Sponsors
· Reduced Risk of Failure 
· Team Member Engagement

h) Describe your ability to provide and support asset lifecycle management.
Konica Minolta Business Solutions uses a Server-Based Asset Management Tool that can be deployed and configured on premise or in the cloud. Our solution provides analytical reports that will be able to be used for account management to assist with lifecycle management. Our reports can be setup for auto notification during the life cycle of the contract. Our solution can also be setup to tag certain assets to monitor and manage from install to decommission of each asset. Depending on how the Customer will allow network traffic and what service ticket management system being used, we can also do customize integration to their service ticket system.

i) Describe your ability to support cloud technology for print job management.
Dispatcher Paragon Cloud offering is an entirely self-contained print application embedded inside the MFP, and connected to the cloud without requiring any software or hardware to be installed on premise.

Konica Minolta’s cloud print services offer a wide range of benefits, including:

· Better Cost Planning - Fixed monthly fees for a perfect overview
· Quick and easy implementation - Rapid deployment, easy updates and fast adoption
· Secure Pull Printing– User authentication at any compatible bizhub multi-functional device (MFD) ensures documents do not fall into the wrong hands. For example, a user can send their print job from a PC in their home office in NY and securely release it at a corporate office in LA, or any bizhub MFP located on the company network.
· User Authentication supports secure card release 
· Improved data and document security - Certified data centers and encryption ensure data and documents are in good hands
· Mobile Working - Services are accessible and usable from anywhere
· Print as usual, but at reduced cost – Users continue to use their MFDs as they are accustomed to, while the business benefits from reduced operational cost
· Higher security levels – Greater data protection across hosted infrastructure services:
· Dispatcher Paragon Cloud: Delivers print management features as a shared, hosted print infrastructure service.
· Dispatcher Paragon Cloud Pro: Delivers print management features as a reserved, hosted infrastructure service.
· Always on Print Release – The system assures high availability and backup for mission critical print applications

Customers may choose either Dispatcher Paragon Cloud service with an Edge device – where job spooling is done locally and only metadata travels securely to the cloud – or, if the MFD is connected directly to the cloud, with software embedded in the MFD.

Dispatcher Paragon Cloud offers solutions for every business size. A shared infrastructure at a low cost is ideal for a small to medium-sized business. A reserved infrastructure with resiliency options for an extra level of security and performance, and with an individual approach, meets the needs for enterprise companies. Companies implementing either solution experience increased productivity, business continuity, cost planning and structure, scalability and flexibility, and security and compliance.

j) Describe your remote device monitoring services. 
Konica Minolta provides centralized fleet monitoring and management services, utilizing our remotely installed Consult App. The Consult App is a lightweight Windows service application that runs on‑site at the customer location. It collects meter reads automatically for all network connected devices.

 	Consult App provides the following:

· Scans designated printer/MFP IP addresses
· Detects network print devices
· Securely transmits public MIB device information to Konica Minolta cloud-based servers

MPS Fleet Monitoring and Management Overview
Fleet Monitoring and Management are the first and second phases in delivering an MPS program. The key objectives of these phases are to establish centralized control and optimize the entire fleet of print devices. In order to achieve these goals, several statistics are required, including:

· Number of devices
· Type of devices (brands, models and functions)
· Utilization trends
· Subnet to location mapping
· Age of fleet
· Total cost of ownership

Fleet Monitoring and Management Benefits
· Auto toner delivery and critical error service point monitoring
· Visibility into our customer’s print environment
· Extensive monitoring points to give valuable insight into device utilization trends
· Statistical data to which analytics are applied for fleet measurement and cost management
· Right sizing the environment
· Continuous and on-going pro-active fleet management, including asset changes based on   
 operational costs and cost management measures

Konica Minolta’s Auto Toner Replenishment option automates the toner ordering process by monitoring current toner levels and historical supply consumption patterns to deliver increased device uptime, improved efficiency, and productivity. When low supply is detected, Konica Minolta will send an email notification to the organization’s designated contact for that device that a supply has shipped.

Konica Minolta MPS Monitor services include:
· Automatic toner delivery
· Auto device critical error service monitoring
· Global Service Center phone support for print-related issues
· On-site break and fix services 
· Flat rate and CPC-based billing plans for networked devices and flat rate billing plans for non-networked devices
· Automated meter reads for networked devices
· Clean Planet for consumables recycling
· Toner delivery by request; customer can order supplies by phone, email or web
· Account Management and fleet change reviews

The customer receives numerous benefits from our remote fleet monitoring program. With constant monitoring of your devices and user behavior, we can tell how users print to ensure that they have the most reliable equipment with the needed features. Monitoring print jobs to allocate costs and identify new ways to improve output—including digitization and automating your print workflow. Daily device monitoring, maintenance and service allow your staff to spend more time on more strategic initiatives, and regular management reports keep you apprised of progress and identify areas for improvement. Finally, continual device monitoring helps you reach your environmental and sustainability goals by identifying and addressing such issues as under- and over utilized units, and aged equipment that is too costly and wasteful to operate.

i) Do you obtain meter reads automatically? Yes
ii)  Do you have an automated toner replenishment program? Yes

k) Describe how your proposed technology will guarantee security solutions such as: intrusion detection, user authentication, protecting content integrity, and pull printing.
Konica Minolta Business Solutions has high standards from our hardware to our Secured Print and Scan Management Solutions. Unlike some of our competitors, Konica Minolta has never had a reason to partner with an anti-virus provider to embed an anti-virus application in our MFPs. Konica Minolta MFPs run an embedded, hardened Linux OS. It is NOT PC based.

We don't allow any executable software to run on the device. That is why a trojan threat cannot run inside our device. The system is impervious to virus and worms. We have never had a single instance of malware ever infecting a Konica Minolta MFP or printer. 

We have over 25,000 machines on the US Federal gov't network, including the DoD, NASA and the Social Security Administration. Never has one device ever reported a malware based problem in our entire history of federal government installations. Our devices are certified by the Defense Logistics Agency, The US Navy, The US Air Force, NASA, and the Social Security Administration, among others. As part of our Common Criteria certification, the machines go through a penetration test via the network and physical ports. They cannot receive certification unless they pass the penetration test.

Konica Minolta Business Solutions U.S.A., Inc. (Konica Minolta) was honored to receive the 2022 'ASTORS' Homeland Security Award from American Security Today. Konica Minolta's bizhub MFP's, featuring the SIPRNet software solution, received a Platinum Award for Best Smart Card Reader; a Gold Award for Best Access Control & Authentication System, and a Silver Award for Best Identification Management Solution.

Our Assist Tool Management System has built in vulnerability test tools to verify that each network devices a setup and defaulted highest level security allowed by the device being managed regardless of manufacture. Our Secured Print and Scan Management Solutions offer Smart Card Access Management for both single function printer and our Multifunctional Devices. All of our best Certified Solution meet or exceed the highest level encryption in the industry and have been test and approved by some of the largest and best IT shops in the world.

Konica Minolta provides a secure, server-based pull printing capability that enables users to submit print jobs from both Windows and mainframe applications. Since the application holds the users’ queues on a server, users are able to release print jobs from any integrated networked MFD/printer.

Implementing a pull printing capability enables cost savings through the elimination of desktop printers and a reduction in page volume. Gartner’s analysis and research shows that implementing pull printing can reduce total page volume by 20%: customers reported a decrease in output because of “deleted jobs” by the user at the printer, or by default when they are purged from the print queue after an extended period of time. 

l) How do you handle network and data security issues? What measures do you take to protect sensitive customer information?
Konica Minolta has implemented security controls both logical and physical to secure KM and customer data. Our infrastructure is also subject to annual information security audits to check these security controls for effectiveness. We have attached our ISO 27001 Certification for KM IT Infrastructure.

Konica Minolta strives to maintain high security protocols through our MFP security baseline, which ties directly into MPS security of data.  The DoD 5220.22-M publication does not detail HDD procedures, but is rather a set of overarching security protocols, including clearance levels of personnel and processes that need to be adhered to by contractors. We adhere to DoD 5220.22-M policy and procedures, where applicable to our role.  The NIST SP-800-88 publication is specific to HDD sanitization and security and those are the standards Konica Minolta adheres to and exceeds. 

m) Please describe how you will monitor and manage print devices to include:
i) Network access.
Konica Minolta provides centralized fleet monitoring and management services, utilizing our remotely installed Consult App. Consult App provides the following:

· Scans designated printer/MFP IP addresses
· Detects network print devices
· Securely transmits public MIB device information to Konica Minolta cloud-based servers

The Consult App is a non-invasive lightweight Windows service appliance that runs on the Customer’s network. The Consult App captures important information related to print device hardware. It scans, captures and transmits device centric information (Device make, model, status and print meter information) to the secure Konica Minolta Host Control Server. The Consult App Host Control Server automated support workflows to pro-actively manage the Customer’s printer fleet. Our remote services team consistently monitors the devices for uptime and overall fleet health.

ii) Fleet configuration and utilization.
MPS Fleet Monitoring and Management Overview
Fleet Monitoring and Management are the first and second phases in delivering an MPS program. The key objectives of these phases are to establish centralized control and optimize the entire fleet of print devices. In order to achieve these goals, several statistics are required, including:

· Number of devices
· Type of devices (brands, models and functions)
· Utilization trends
· Subnet to location mapping
· Age of fleet
· Total cost of ownership

Fleet Monitoring and Management Benefits
· Auto toner delivery and critical error service point monitoring
· Visibility into our customer’s print environment
· Extensive monitoring points to give valuable insight into device utilization trends
· Statistical data to which analytics are applied for fleet measurement and cost management
· Right sizing the environment
· Continuous and on-going pro-active fleet management, including asset changes based on operational costs and cost management measures

iii) Management of customer owned or legacy equipment, including parts, labor, supplies, and moves.
We will monitor and manage and make recommendations for the best interest of the customer and will provide service and support which include parts, labor, supplies, etc. We will make recommendations on moves to enhance the environment and will assist with managing the process when a move is requested. 

iv) On-going assessments, which shall include, but not be limited to: continuous process improvement, device utilization, fleet performance, cost saving opportunities, green spend, consumables spend, break/fix, and service level standards.
During a Periodic Account Review, the above listed assessments will be discussed and addressed to ensure continuous improvement across the print environment. To understand any changes in efficiency that may have occurred we will match the information received from the assessment with the data from our monitoring service to determine if a further review is required. We will continue to search for opportunities for process improvement and growth in business efficiencies. 

13) Promotion of the NASPO ValuePoint Master Agreement
a) Describe your company’s experience working with contracting cooperatives.
Konica Minolta has a long history of working with contracting cooperatives which dates back to the early 2000's on a national level but we had local cooperative relationships that pre-date that.  We have found great success in working with partners such as NASPO ValuePoint, Sourcewell, OMNIA Partners and AEPA as well as other local cooperatives.  Each partnership brings a unique set of advantages based on locality, vertical market and customer base.  

Konica Minolta has committed to state and cooperative contracting and thus has a dedicated contracts team to manage awards through the life of the contract.  Additionally, we have 13 Government Accounts Managers who are sales experts in the field to educate our 125+ sales representatives assigned to the public sector and work with customers to accomplish their contracting goals.  Approximately 50% of our public sector revenue comes from State and National Cooperative contracts.  

Our Public Sector Directors work closely with our cooperative partners to establish goals, develop strategies and determine current and future needs in terms of contracts, personnel and resources.  They also keep informed on market trends, vertical trends and industry trends that impact cooperatives and our partnerships.  

b) Describe how you intend to market your Master Agreement.
Konica Minolta intends to market our Master Agreement in States that have signed a participating addendum and in states where there is a blanket CPO approval to allow political subdivision usage in the state.  The contract will be marketed by Konica Minolta's 100+ branch locations and approximately 300 authorized Dealers.  Both of our sales channels will utilize their existing relationships to present the new master agreement using our dedicated public sector marketing resources, social media and direct prospecting efforts.  We will also market our NASPO ValuePoint agreement at national conferences and trade shows.   

c) Describe how you intend to encourage usage of your Master Agreement by Purchasing Entities.
Konica Minolta understands that contract usage is largely the decision of the purchasing entities.  In many cases, the purchasing entity knows what contract they wish to use but we are ready to present them the options that are available based on their locality and vertical market.  In states that have adopted the NASPO ValuePoint contract, we see higher usage by non-state agencies.  We present our agreement as the state contract which satisfies the procurement requirements of the political subdivisions as a reason to use NASPO ValuePoint.  

Education and internal marketing to our direct and dealer sales channels is the most important aspect to a successful contract in terms of revenue and compliance.  We have a proven launch and training process that is followed and reinforced throughout the life of the contract.  Konica Minolta's public sector sales professionals are armed with the resources they need to encourage the use of the NASPO ValuePoint master agreement. 

d) Describe your approach to negotiation of Participating Addenda. Describe the extent to which you provide Participating Entities flexibility in incorporating entity-specific language into their Participating Addenda (e.g., do you require entities to provide statutory citations for their entity-specific language? Are you able to devote resources to simultaneous negotiation of multiple Participating Addenda?)
[bookmark: _GoBack]Konica Minolta has been awarded 3 prior contracts with NASPO ValuePoint, so we are very familiar with the negotiation process of each States Participating Addendum (PA). When Konica Minolta receives a new PA, we review the prior PA we executed with that Participating State to identify any changes, and review what we accepted prior. The Government Contracts team identifies possible areas of risk for our legal department and notates if we are already agreeing to this language, or if it is statutory. If the PA has language referencing another document or website where policies are posed, we do require they provide us with the direct link so we may review the referenced terms as well. While we typically request redlines, our experience is that both the State and our organization offer enough flexibility to come to a quick agreement. We have a dedicated NASPO Contract Manager, as well as the Director, Government Contract who are both dedicated to the PA negation process, on average we are able to complete start to finish negotiations in 30-60 days, while managing multiple PA’s at once. 
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