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1. Introduction

1.1 Purpose of this RFP

Client (“CLIENT”) is issuing this Request for Proposal (“RFP”) for providing integrated facilities management and project management services described in this document (the “Services”).    

This RFP introduces a comprehensive and intensive approach to the market in an effort to improve and standardize pricing and service.  CLIENT’s distinct preference through this RFP is to gather information about the scope of your organization’s capabilities, obtain pricing commitments, and develop contractual relationship(s) with key supplier(s).  The term of commitment will be three (3) years with two (2) one (1) year renewal options.

This RFP is being issued for planning and study purposes only.  Any decision in the future to enter into a binding services Agreement or to otherwise retain an entity receiving this RFP (a “Bidder”) to perform Services at any CLIENT facility will be subject to CLIENT legal and management approval.

1.2 General Overview of Client and its FM Organization
Client engages in the research and development, manufacture, and sale of various products in the health care field.  CLIENT is comprised of X major business units – BU1, BU2 and BU3.

CLIENT’s Pharmaceutical Division represents a portfolio of X major sites located in State 1 and State 2, and managed by Client FM Organization.

 CLIENT FM ORGANIZATION is response for the provision of Category of Services 1, Category of Services 2, Category of Services 3 an4d Category of Services 4. The RFP scope of work covers for Category of Services 1 and Category of Services 2. Category of Services 3 and Category of Services 4 are not included in the scope of work of the RFP.

CLIENT FM ORGANIZATION has embarked on a comprehensive initiative to fully leverage its facility management portfolio.  This initiative will be achieved through (a) integrating scopes of work and driving economies of scale; (b) consolidating the number of suppliers; and (c) achieving aggressive reduction in operating costs.

Historically, CLIENT FM ORGANIZATION has relied upon numerous external suppliers and internal staff to manage and coordinate its facilities management activities and projects, including the Services described in this RFP.  However, CLIENT FM ORGANIZATION believes that experienced, project and Facilities Management Integrators may offer the opportunity to leverage existing resources and implement improved operating practices so as to deliver the Services more efficiently and effectively.  

1.3 Overview of RFP Scope

(a)
Description of Current Facilities Environment

There are X major sites representing Y buildings located in State 1, 2, 3 and 4 within the scope of this RFP. This portfolio constitutes YY Million square feet of research and development, manufacturing, warehouse, and office space detailed in Exhibit A.1-1 (Managed Facility Data)

(b)
In-Scope Services

For each Managed Facility, Bidder will provide ongoing facilities management support.  The specific Services at each Managed Facility that Bidder should include in its response are described in Exhibit A (Statement of Work) and Exhibit A.2 (Statement of Work Matrix).     

(c)
Out-of-Scope Services.

The following activities are NOT within the scope of this RFP:  

(i) Category of Services 3;
(ii) Category of Services 4; 
(iii) Service A;

(iv) Service B;

(v) Service C;

(vi) Service D;

1.4 Service A Client’s Vision

(a) CLIENT would like the Bidder to provide a solution to deliver all site-level service delivery functions.  Bidder should also manage and control the planning and execution of facilities functions, including supplier management, budgeting, and project management.  

(b) Bidder should design and develop a solution appropriate to meet CLIENT’s evolving environment; CLIENT is neither prescribing a solution in advance, nor does it anticipate that Bidder will base its solution on the existing CLIENT organization or processes.

(c) Bidder should provide a solution that is based on industry standards and practices.  It is expected that the service delivery model will evolve over the agreed upon timeframe in accordance with emerging industry best practices.  

(d) Bidder should plan on providing CLIENT with best practices at the best price.  CLIENT intends to share the risk of service delivery (including meeting the performance objectives) to Bidder.  

(e) Bidder’s solution should be resilient with respect to changes in CLIENT’s business needs as to quality, capacity, and reach, and should be technically, financially, and geographically scalable.  The solution should also be scalable, up and down, as to CLIENT’s usage and CLIENT’s evolving business requirements.

(f) Bidder should provide a solution that, from CLIENT’s perspective, will be centrally procured and managed so that service delivery appears to be seamless while remaining responsive to the needs of individual business units and sites.  

(g) Operationally, CLIENT desires that the Bidder provide a single point of contact with respect to the solution, and that Bidder manage and be responsible for Bidder’s subcontractors and other related third parties, both in terms of day-to-day management, compensation, reimbursement, and in guaranteeing their performance.

1.5 Client’s Goals and Objectives
CLIENT has a number of strategic goals and objectives that will guide its evaluation of Bidder’s response.  In particular, if CLIENT elects to retain a Bidder to provide some or all of the Services, CLIENT will expect:  

(a) Annual reductions in CLIENT’s facilities operating costs.

(b) A flexible Guaranteed Maximum Pricing (GMP) pricing structure that allows CLIENT to pay for the services it requires and

(i) allows CLIENT to share financial risk;

(ii) accommodates changes in CLIENT’s service requirements and geographic footprint;

(iii) maintains market competitive pricing on an ongoing basis; 

(iv) provides predictable charges; and

(v) provides incentives for Bidder to proactively work to minimize CLIENT costs.

(vi) has a management fee based on the volume of service provided, not the pass-through cost of services delivered

(c) A contractual relationship that is flexible and highly responsive to changes in CLIENT’s business and service requirements.  

(d) Centralized management and a single point of contact and accountability for all Managed Facilities and Services.

(e) A consolidated information platform that provides:

(i)
accountability for specified facilities related functions and costs;

(ii)
tracking of savings initiative;

(iii)
detailed financial information and metrics that facilitate strategic planning, budgeting, and capital planning; and

(iv)
measurement and reporting of service level and benchmarking metrics.

(f) A Bidder that will implement quality initiatives and controls that enable CLIENT to comply with multiple regulatory requirements not only pertaining to pharmaceutical operations (GxP, etc.), but also to general business requirements, such as Sarbanes Oxley.

(g) A solution that maintains or increases the percentage of CLIENT’s facilities budget that is directed to minority and women owned businesses.

(h) An orderly transition of Services, including retained personnel and third party contracts, to Bidder. 

2. RFP Instructions, Process, and Terms and Conditions

2.1 Confidentiality; No Publicity
(a) Confidential Information.  All information provided in this RFP is proprietary to CLIENT and is disclosed solely for the purpose of allowing Bidder to prepare a response.  All such information should be treated as confidential material protected under the terms of the non-disclosure agreement between Bidder and CLIENT.

(b)
No Disclosure within CLIENT.  Even within CLIENT, knowledge and implications of this initiative are limited to a core team.  Accordingly, this RFP and information about this RFP should not be referenced or discussed with any CLIENT employees other than as expressly permitted in Section 2.2.

(c)
No Publicity.  Bidder may not make any public announcement relating to this RFP or otherwise publicize the existence or contents of this RFP without obtaining CLIENT’s prior written consent.  Any Bidder that discusses this RFP or initiative with anyone within or outside CLIENT other than as expressly permitted by this RFP will risk elimination due to breach of confidentiality, in addition to enforcement by CLIENT of any other remedies available to it at law or in equity.

2.2 Principal Contacts and Information Requests
John Doe (jdoe@client.com) will be the single point of Bidder contact for all matters relating to this RFP.  
Bidder should not, under any circumstances, contact any CLIENT personnel (including senior CLIENT management or CLIENT employees with whom Bidder has an existing business relationship) to discuss this RFP without the CLIENT Principal Contact’s prior written consent.  Bidders attempting to circumvent this process risks exclusion from further participation in the RFP process.

2.3 Initial Notification from Bidder
(a) Election to Submit Response.  Bidders should contact Principal Contacts mentioned above to confirm intention to bid.

Bidders must submit its final response via CLIENT’s Purchasing Platform by 5:00 PM (US Eastern Time) DD/MM/YY.  Participant shall notify CLIENT Points of Contact in writing as soon as is reasonably practical of any circumstances that might prevent timely submission of its response.

(b)
Election Not to Submit Response.  

(i) If Bidder elects not to respond to this RFP, Bidder should promptly notify CLIENT and return this RFP and any other material obtained from CLIENT in connection with the RFP process to:

Client contact information
(ii) If Bidder elects not to respond to this RFP, Bidder shall delete any electronic copies of any such materials from its records.  All such information is and remains subject to the terms of the non-disclosure agreement between Bidder and CLIENT.

2.4 Schedule of Activities
CLIENT has developed an aggressive timeline for this RFP process.  As a result, CLIENT requests that Bidder make a dedicated team available to participate in the RFP process as necessary to participate in the activities and meet the timeline provided below. 

Each of the activities in the chart below is described in greater detail in Sections  

	ACTIVITY
	DUE DATE
	TIME (US Eastern)
	LOCATION

	Bidder Site Visits
	DD/MM/YY
	Full Week Event
	Multiple locations

	RFP Release
	DD/MM/YY
	5PM
	N/A

	Strategic Bidder Review (Yellow Pad 1)
	DD/MM/YY
	All Day
	Client HQ
See Sec. 6.1

	Exhibit A.02 – Service Level Agreement
	DD/MM/YY
	5:00PM
	N/A

	Exhibit F - CLIENT Contractual Terms & Conditions Release
	DD/MM/YY
	5:00PM
	N/A

	Exhibit F (with comments) due to CLIENT
	DD/MM/YY
	5:00PM
	N/A

	Draft RFP due to CLIENT 
	DD/MM/YY
	5:00 PM
	N/A

	Bidder Proposal Preview Session 

(Yellow Pad 2)
	DD/MM/YY
	Full Day Event
	Client HQ

	Final Bidder questions due to CLIENT
	DD/MM/YY
	5:00 PM
	N/A

	RFP Due to CLIENT
	DD/MM/YY
	5:00 PM
	See Sec. 2.6

	CLIENT Visits to Bidder’s Clients’ Sites
	DD/MM/YY
	Full Day Event
	See Sec. 6.4

	Inform Bidders of CLIENT’s Decision
	DD/MM/YY
	TBD
	N/A


2.5 Written Question and Answer Process
(a) Purpose.  The purpose of the question and answer process is to provide Bidders with the clarifications and additional information they require to respond to this RFP.  It is critically important that each Bidder actively engage in the question and answer process so that it is able to submit a reply in a manner fully  responsive to CLIENT’s requirements.  

(b) Written Questions.  

(i) Bidder can submit questions via CLIENT’s Purchasing Platform event until DD/MM/YY.
(ii) CLIENT will, as appropriate, document and aggregate its answers to all Bidder questions and distribute them via its Purchasing Platform to all Bidders in batches as quickly as possible.

(iii) CLIENT will not disclose proprietary information or information on a Bidder’s question that is identified by the Bidder as confidential. CLIENT reserves the right to decide at its sole discretion the confidential nature of a question and might challenge Bidder’s judgment as to avoid giving a particular Bidder a competitive advantage over the other Bidders. CLIENT will inform Bidder in advance when such circumstance occurs.

2.6 Bidder Response Instructions
(a) Response Content.  Section 4 below describes the content Bidder should include in its response.    

(b)
Response Submission and Due Date.  

(i) Participant must submit a draft RFP response via CLIENT’s Purchasing Platform by DD/MM/YY.

(ii) Bidders must submit electronic copies of their proposals and conform to instructions stated in section 4.1.

(iii) Participant must submit a final RFP response via CLIENT’s Purchasing Platform by DD/MM/YY.  Responses submitted after the deadline, or which state that information will be provided ‘at a later date,’ may be considered non-compliant.

(c)
Response Format.  Bidder should use Microsoft Office products (MS Word, Excel, PowerPoint & Project) in preparing its response.  If Bidder requires use of other document formats, Bidder should obtain prior approval from CLIENT prior to submittal .  All pages should be formatted to print on 8 ½ x 11” paper (the financial bid is exempt from this requirement).  Responses should be specific, factual, brief and to the point.  Pricing responses must be submitted in the excel format provided and all formulas must be active (e.g., if a number is the sum of other numbers, the formula must be in the resultant cell).

Answers to all questions must be self-contained.  Bidder is expected to first state the question and then provide the response.

If Bidder’s answer does not reflect Bidder’s sole capability, but that of a partner (not vendor), Bidder should clearly state so in the answer as per section 2.8.  This applies to all Business Cases as well.

All answers to section 4 requirements or questions (“Format and Content of Bidder’s response) should be included in the Bidder’s proposal and provided at NO ADDITIONAL costs to the proposed pricing in Exhibit C.2 (“Bid Template”) will be assumed. 

If Bidder wishes to propose additional services not included in its price proposal, Bidder can assemble an additional proposal using a format of Bidder’s choice.
 (d)
Response Expiration Date.  Responses must remain valid for twelve (12) months from the response due date.  CLIENT reserves the right to request an extension of time if needed.  

2.7 Bid Evaluation and Contract Negotiation
(a) CLIENT’s objective is to complete bid evaluation and contracting as quickly as possible.  CLIENT will provide additional details about the bid evaluation process in mid to late February.  

(b) CLIENT’s evaluation of Bidder responses will assess, among other things, the degree to which the CLIENT objectives in Section 1.5 are addressed, pricing, commitment to KPIs and service improvements, and the willingness of Bidder to agree to commercial and legal terms provided in the “Term Sheet” attached in Exhibit F (CLIENT Contractual Terms & Conditions).

2.8 Use of Partners and Subcontractors
(a) Bidder’s response should cover all the Services described in this RFP.    

(b)
If Bidder proposes to use a strategic partner for a particular geography, Bidder should describe its relationship and prior experience with that partner in its response, and explain how the partnership would benefit CLIENT.  In addition, Bidder should identify any strategic subcontractors that it intends to use (i.e., subcontractors that will perform a significant portion of the services or any value-add or strategic portion of the services).

(c)
All third parties used to provide Services will be subcontractors of Bidder with contracts directly with Bidder.  Bidder will provide Services to CLIENT as an independent contractor and will be responsible for the performance of all subcontractors.     

2.9 Award of Services 

CLIENT reserves the right to award the Services to one or more Bidders, to a third party that is not part of this RFP process, or to make no such award.  CLIENT may make its award(s) on the basis of the evaluation criteria set forth in this RFP or on any other basis in its sole discretion. 

2.10 Modification or Termination of RFP Process
CLIENT reserves the right to, in its sole discretion, discontinue, amend, supplement, or otherwise change this RFP, the process used for evaluation, and the expected timeline at any time and for any reason, and makes no commitments, implied or otherwise, that this process will result in a business transaction with one or more Bidders.

2.11 Supplemental Information
If, subsequent to issuance of this RFP, additional material becomes available to CLIENT, such material will (where appropriate) be transmitted for Bidder’s consideration.  Bidder should consider such information in its response to this RFP and CLIENT will assume that all changes or additional requirements transmitted have been included in Bidder’s response (including pricing), unless otherwise specified.

2.12 Terms and Conditions
Exhibit F (CLIENT Contractual Terms & Conditions) to this RFP contains terms and conditions that set forth CLIENT’s requirements concerning certain key (but non-exhaustive) legal, commercial and technical issues upon which Bidder would be retained to provide Services.  Exhibit F.1 to this RFP contains CLIENT Standard Payment Terms & Conditions.  
(a) Please respond to this proposed contract electronically using the Track Changes function in Microsoft Word.  Change the header on the cover page to reflect your company name.  Please use the following guidelines while marking up the contract:

·
Do not make conceptual objections or observations that certain sections require additional discussion.  

·
If Bidder is prepared to accept the provision, please do not make any changes. We will assume that any section to which you make no response is acceptable as currently written.

·
If Bidder cannot accept the provision as written, please propose specific alternative language that you are prepared to accept.  

·
If Bidder are unwilling to accept any language under any circumstances with respect to a particular subject area, please so indicate and explain the basis for your position.  

To avoid confusion and misunderstanding, it is imperative that the proposed contract be reviewed by everyone in your organization whose authorization or approval may be required.

(b)
If there are any contractual issues or commitments which are important to Bidder but which are not addressed in Exhibit F, Bidder can add materials at the end as necessary.  If Bidder is unwilling to accept any language under any circumstances with respect to a particular subject area, Bidder will indicate so and explain the basis for its position.

(c)
CLIENT intends to have its counsel participate in all Term Sheet negotiations and in many CLIENT-Bidder response review sessions.  CLIENT encourages Bidder, as appropriate, to have its counsel participate in Term Sheet negotiations as well.  However, CLIENT will not be precluded by the absence of Bidder’s counsel from having its counsel participate and Bidder will not be permitted to defer or revisit any matter due to the necessity of consultation with counsel.

(d)
Bidder should note that CLIENT does not intend to contract using any Bidder standard terms and conditions of business or to use such standard terms and conditions as the basis of any negotiations with Bidders.  Bidders should not assume, or propose the use of, any such terms or conditions.

Schedules mentioned in the term sheets and exhibits in the hereby RFP might have different references and the table below allows Bidder to understand the relation between schedules (Contract) and exhibits (RFP).

	Contract
	RFP

	Schedule
	Title
	Exhibit
	Title

	E
	Financial Schedule
	H
	Bid Template

	F
	Performance Indicator Methodology
	I
	Key Performance Indicator

	G
	Statement of Work
	J
K
L
	Statement of Work

SOW Matrix

Service Levels


2.13 Response Preparation Costs
Bidder will be responsible for all costs it incurs in connection with this RFP process and any subsequent Agreement negotiations.  

3. Directive Requirements

This Section sets forth some of the directive requirements under which Bidder will be operating in designing and implementing its solution.  Other constraints and challenges are highlighted throughout the RFP and its attachments.

3.1 Minority and Women Owned Business (“MWOB”)
CLIENT has significant internal commitments to diverse-supplier spend.
· Bidder's solution must enable CLIENT planning, execution and reporting processes around both diverse and small businesses [providing transparent flow of information] 

· Bidder's solution must enable CLIENT to continue making meaningful contributions to its commitments in both areas

· Bidder's solution must also provide CLIENT access to Bidder's own supplier diversity initiatives during the term of the Agreement

DEFINITION/QUALIFICATIONS:

Diversity suppliers are defined as businesses that are at least 51 percent owned, operated and controlled by one or more persons who are "minority controlled" by 30% of its voting stock, board of directors and management.

A racial or ethnic minority in their country of origin (MBE);

In the U.S., the recognized ethnic minorities are African American, Asian Indian American, Asian Pacific American, Hispanic American and Native American.

In countries other than the U.S., the person must be a citizen of the country where their business is headquartered and be of an officially recognized socially or economically disadvantaged ethnic minority group.

Female (WBE)

U.S. veteran or U.S. service disabled veteran. (SDVB)  Other countries also recognize veteran status.

Persons with Disabilities or U.S. Non-profit with JWOD certification (PWD)

U.S. Small Disadvantaged (SDB)

U.S. Historically Underutilized Business Zone (HUB)

Diversity suppliers must be certified by a third-party organization that validates the diversity classification.

Bidder should describe how it would propose to address the constraints above in its response to Section 4.5.2.9 (e).

4. Format & Content of Bidder Response

This Section identifies the documents that Bidder should include in its response to this RFP and provides an outline of how Bidder should organize them.

4.1 Naming Convention and Required Bidder Documents

(a) Naming Convention.  Each document in Bidder’s response should use the following naming convention:  <Bidder Name-Document Name-Draft/Final>.  Thus, Bidder ABC would submit files named ABC-Target Environment Design-Draft, ABC-Pricing-Draft (for DD/MM/YY submission) ABC-Pricing-Final (for DD/MM/YY submission), etc.

(b)
Required Documents. Bidder’s response should include separate documents or clearly delineated sections in its response that address each of the following:      

	Topic
	Content of Response File or Section

	Executive Summary
	Bidder should include an Executive Summary with the content in Section 4.2

	Operational Approach
	Bidder should address each of the questions and issues raised in Section 4.3

	Pricing
	Bidder’s pricing response should consist of the following:

· Exhibit C.2 Bid Template

· Exhibit C.3 Bid Template Comments/Clarifications and answers to questions and issues raised in Section 4.4

	Service Delivery Capability
	Bidder should address each of the questions and issues in Section 4.5

	Service Provider Viability
	Bidder should address each of the questions and issues in Section 4.6

	Comparable Experience
	Bidder should address each of the questions and issues in Section 4.7

	Transition
	Bidder should address each of the questions and issues in Section 4.8

	Service Quality
	Bidder should address each of the questions and issues in Section 4.9

	Governance
	Bidder should address each of the questions and issues in Section 4.10

	People
	Bidder should address each of the questions and issues in Section 4.11

	Term Sheet
	Bidder should respond to the Term Sheet in the manner requested Section 4.12. Term Sheet is attached as RFP Exhibit F (CLIENT Contractual Terms & Conditions)

	Geographic Coverage
	Bidder should describe its capabilities in each of the sites listed in Section 4.13

	Additional Information
	Bidder may include additional information as either attachments to the response files described above or new, stand-alone response files


4.2 Executive Summary
Bidder should submit an executive summary to communicate the key aspects of Bidder’s response; including an overview of Bidder’s solution and pricing for providing the Services and a summary of any response elements that Bidder believes differentiate it from its competition.

Bidder should include the following statement at the end of the Executive Summary: “All services detailed in this proposal are included and there are no additional costs to Exhibit C.2 (“Bid Template”) for the requirements specified in Client’s Exhibit A (“Statement of Work”).”

4.3 Operational Approach
Bidder’s Operation Approach (“OA”) must contain a solution that is based on the scope described in Exhibit A (Statement of Work) and response must include, but is not limited to, each element below.

4.3.1 Staffing Model

Bidder’s proposal will include a proposed organizational chart and staffing levels clearly showing the proposed staffing for each major campus grouping. Bidder’s response should highlight the following.

(a) Customer Interaction

Bidder should describe best practices for interacting with its customers. Bidder should include descriptions of where and how Bidder will interact with CLIENT
(b) Account Service Delivery Organization

Bidder should provide an organization chart for the service delivery organization that it proposes to deploy at CLIENT in the first and subsequent years of a contract. 

For each position, Bidder should include the number of FTE (full time equivalents – 2080 labor hours) that are staffed in that position, and whether these personnel are primarily site based or remotely based.  If remotely based, Bidder should provide the name and location of the business unit they report through and estimate how many annual hours they are expected to spend on CLIENT’s account, on and off site. If Bidder’s benefits details include an allowance for vacation, Bidder should indicate explicitly if continuity of coverage is offered in staffing model during vacation periods and how.

Bidder should attach descriptions of the primary roles, responsibilities and qualifications required for each position.  Seniority levels and corresponding years of experience need to be clearly stated.

(c) Consistency of Service Delivery.  

Bidder will describe how it will ensure that the proposed service delivery model is deployed and maintained in a consistent manner across the portfolio of CLIENT sites covered in this proposal
(d) Best practices and knowledge sharing

Bidder will include a description of how it plans to promote and favor a workplace environment where Bidder’s personnel can share knowledge and know-how across multiple sites as expressed in section 1.2.1.2 of the Exhibit A (“Statement of Work”).

Bidder will also recommend solutions allowing to share best practices across Bidder’s accounts.

(d)
Account Manager

Bidder will include a description of the account manager appointed by Bidder to be responsible for the CLIENT relationship and to be held accountable for its success. Bidder must provide information on the selected account manager for CLIENT by providing a summary of experience, and describe why this individual was selected.  The proposed Account Manager must attend the proposal presentation meeting (Yellow Pad #2) with CLIENT.  Account manager duties may include, but may not be limited to, the following:

· Develop, implement and ensure operational compliance to the Agreement.

· Manage implementation activities, ensure adherence to established schedules and resolve related issues.

· Manage the administration of the Agreement, track service, quality levels, and provide information/reports to CLIENT as requested.

· Manage Supplier operations for CLIENT and act as the operational liaison to CLIENT
· Detail your company’s ability to comply and experience in complying with these requirements.

4.3.2 Operations Management

Bidders should provide a proposed methodology for developing a portfolio of maintenance related projects that maximizes benefits to CLIENT in terms of increased compliance, critical asset reliability, reduced maintenance workloads and other benefits.  Development and implementation of new processes and related resources should be described in Bidder’s OA. Bidder’s response should address the following issues: 
(a) How will Bidder identify assets that are legitimate candidates for capital refurbishment or replacement?

(b) How will Bidder determine the optimum time for refurbishing or replacing identified assets?

(c) How will Bidder adjust project plan to changes in funding availability or new requirements?

(d) Who will Bidder develop and analyze the capital asset plans and conducting underlying technical analysis?  

(e) Who within Bidder’s organization holds decision authority to approve project business cases and set priorities?  Where does the critical technical expertise reside?  If it resides offsite, what level of commitment and site presence can CLIENT expect?

Bidder will also provide the following information regarding its plan to integrate all services mentioned in Exhibit A (Statement of Work):

(f) A description of how Bidder will integrate the Services across all in-scope sites; and

(g) A description of how Bidder’s project management and facilities management organizations are integrated at the corporate and individual customer levels.

4.3.3 Information Technology

Bidder should describe the key enabling technologies proposed to implement at CLIENT. Bidder’s response should address the following elements:
(a) Bidder’s expertise in using, managing and improving Computer Maintenance Management Systems (CMMS) to meet the objectives specified in Exhibit A (Statement of Work).

(b) Description of which personnel are expected to use or have access to the systems, how often, and for what purposes.

(c) Bidder’s expertise in CAD management

4.3.4 Transformation

Bidder’s response must contain a clear and specific action plan for implementing a transformation in service delivery at CLIENT that will ensure achievement of the objectives of this performance based contract described in Exhibit A (Statement of Work).  CLIENT recognizes that this transformation will be a multi-year effort.    

At minimum, the Bidder’s proposal should include the following information:

	(a)   Description of Key Opportunities
	· Description of the most significant opportunities for performance improvement and cost reduction at CLIENT, whether defined functionally, by asset, cost driver or in another way.

· Bidder should provide success stories with other clients including: business case, changes, benefits, realized benefits, risks and mitigation.

	(b)  Transformation Initiatives
	· Description of the major initiatives, programs and technologies that you will deploy. 

· Invoicing and Reporting Procedures

· Key and Critical Performance Indicator Roll Out Plan

· Documentation

· Development of Service Levels

· Cost Reduction

	(c) Transformation Action Plan
	· Bidder should define milestones for each Transformation Initiative through the intended length of the contract.

	(d) Leadership and Accountabilities
	· For each Transformation Initiative, Bidder should define which individuals or organizations will provide the critical leadership and expertise, and what time commitments they will be making to CLIENT.  Also, Bidder should identify the individual who is accountable for the success of the initiative.

· Bidder should define what help is expected of CLIENT.

	(e) Estimate of Benefits
	· Bidder should estimate and, where appropriate, quantify the individual or collective impact of your transformation initiatives on key Outcomes defined in the Exhibit A (Statement of Work).

· Bidder should define when CLIENT can expect realization

	(f) Estimate of Costs
	· Bidder should clearly define the development and implementation costs of each initiative in an Excel Spreadsheet.

· If applicable, Bidder should clearly identify where in Financial Proposal the development and implementation costs of each initiative reside. If Bidder expects some or all of the costs to be covered by an CLIENT capital expenditure, Bidder should indicate the amount separately.

	(g) Critical Success and Risk Factors
	· The key assumptions or non-controllable factors that Bidder will depend on in order for each initiative to meet its objectives.  Bidder should specify which factors it will be expecting CLIENT to actively manage or control.

· Bidder’s proposed mitigation plan

	(h) Communications Strategy
	· Bidder should describe proposed approach for communicating and obtaining needed cooperation from key stakeholders, such as affected employees, CLIENT senior management and vendors.

	(i) Other Elements May Include
	· Safety program

· Asset inventories and assessments

· Due diligence

· IS systems migration and implementation plans

· Training and orientations

· Compliance planning and coordination


4.3.5 Cultural Change Management

CLIENT is looking to engage Bidder for a long-term business partnership that will allow CLIENT to achieve the goals stated in Section 1.5 above and Exhibit A (Statement of Work).  Part of a long-term business relationship is culture and change management. CLIENT believes for the transformation it is seeking cultural changes will be required for both its internal organization and that of the service provider.  Bidder should comment on the cultural change management that will be required for a successful implementation and the achievement of CLIENT’ objectives.  In Bidder’s response, please address, at a minimum, the following items:
(a) How will Bidder foster a culture of continuous improvements in quality, productivity and cost efficiency?

(b) How will Bidder maintain and increase focus on customers?

(c) How will Bidder foster proactive planning?  Can Bidder recommend any opportunities in this area?

(d) How will Bidder empower Bidder’s employees?

(e) What change management challenges does Bidder foresee?  How will Bidder overcome them?

(f) How will Bidder implement the solutions that are presented in this proposal?  

(g) How will Bidder provide greater consistency of services and service delivery across the entire portfolio?

4.3.6 Competitive Advantage

Bidder will describe the attributes inherent to its organization, company culture or history that contribute to its competitive advantage. Bidder will describe its management capabilities and its ability to deliver service excellence and cost savings.

4.3.7 Other

Please provide any additional information which the Bidder feels is material to ensuring CLIENT understands Bidder’s organizational approach to service delivery and meeting its objectives specified in Exhibit A (Statement of Work). Additional information should include but is not limited to the following:
· Benchmarking and implementation  

· Safety programs

4.4 Pricing
Pricing Instructions are included in Exhibit C.  In addition to the Exhibit C.2 (Bid Template) requiring Bidder’s inputs, Bidder’s pricing response should contain a MS Word document (Exhibit C.3) that provides the responses, clarifications, and other information requested below. 
(a)
Non-Controllable Expenses.  

· Expense Management.  Bidder should provide creative and innovative detailed recommendations for managing Non-Controllable Expenses.  Bidder should provide 2-3 examples of how its deal with them at other clients and which one Bidder recommends and why.

· Rates for Non-Controllable Services.  
(b) Consumables and Spares Management.  CLIENT’s goal is to leverage Bidder sourcing capabilities and strategic relationships for annual reductions in CLIENT’s Consumables and Spares Management costs.  

(c) Sourcing for Out-of-Scope Sites.  CLIENT may be interested in leveraging Bidder sourcing capabilities and strategic relationships for out of scope facilities and services.  Bidder should indicate whether it would be willing to leverage its capabilities and relationships, and describe any compensation Bidder would expect to receive for doing so.

(d) Annual Budget Adjustments.  Bidder must propose budget adjustment factors / methods using examples from previous contracts / clients that are customized and relevant to CLIENT’s scope and budget.  Bidder should allow for adjustments in square footage, scope, and service levels.

(e) Benefits offered to employees.  Bidder should provide ample details about benefits offered to its employees and its HR policies for Paid-Time Off, sick time, vacation, insurance, 401K match / retirement plan, healthcare coverage, tuition reimbursement programs, maternity leave, etc.

CLIENT will not accept any bid from a Bidder unwilling to commit to an Incentive Compensation system.  Bidder’s statements regarding Incentive Compensation must be specific and cannot be deferred until negotiations of the Agreement.
4.5 Service Delivery Capability

Bidder should provide a comprehensive summary of its Operational Approach (“OA”). Bidder’s OA must contain a solution that is based on the scope described in Exhibit A (Statement of Work) and response must include, but is not limited to, each of the following.

4.5.1 Ability to meet CLIENT FM ORGANIZATION objectives

(a) Bidder should provide a list of all of its locations that will support the CLIENT account.

(b) Bidder should describe its strategic plan that aligns its core office(s) with the CLIENT locations.

(c) Bidder should describe how its ongoing account management and operations team would be structured for to support the CLIENT account. Bidder should also include an organization chart showing the following:

· Key roles / functions and reporting relationships

· Number of personnel in each role / function

· Percentage of time that each team member would dedicate to account - if less than 100% dedicated, please disclose the number of other clients that each non-dedicated resource would also support

· Location(s) of proposed operations team members supporting the CLIENT account

(d) Position descriptions and resumes must be provided for all key proposed team members / positions.

(e) Bidder should confirm the degree of empowerment and decision-making authority the CLIENT Account team will have.

4.5.2 Competencies

(a) Bidder should confirm its current capacity and the scalability of its services.  If not from existing personnel, Bidder should explain how it would propose to staff CLIENT’s account management and operations team. 

(b) Bidder should provide examples of joint process improvements that it has successfully implemented with current Clients.

4.5.2.1 Operations & Maintenance

The Bidder’s technical ability to perform the services mentioned in the Statement Of Work (Exhibit A) at the desired Service Levels (Exhibit A.3) is one of the key selection criteria, which will be used by CLIENT during the down selection process. As a consequence, Bidder’s Technical Competences response must include, but is not limited to, each of the following: 

(a) Life Cycle Asset Management

CLIENT desires Bidder to effectively implement a world-class asset care program suitable for a facilities organization.  Using a format of the Bidder’s choice, Bidder should describe its proposed methodology for achieving a cost-optimal balance at CLIENT among the following outcomes described in Exhibit A (Statement of Work).

· Customer’s Total Cost of Ownership for comparable Assets/Facilities remains stable or declines over time.

· Useful asset life is maintained or extended

· Asset performance meets or exceeds both OEM standards & CLIENT business requirements

· Customer operating and life cycle decisions are made using a consistent framework and process.

· Customer receives clear and accurate assessments of the impact of capital spending decisions on Facility operating costs.

· Asset maintenance programs reduce CLIENT business impacts & service level impacts associated with asset failures or underperformance.

· Total costs associated with maintenance and repair of comparable assets decrease or remain stable.

· Maintenance procedures are appropriate to the performance requirements of the assets being maintained.

Bidder’s response should address the following issues:

· Description of the key technical programs and elements in proposed asset care program (e.g. Reliability Centered Maintenance, Total Plant Maintenance).

· For each major technical program (e.g. RCM, predictive maintenance), Bidder should provide an overview of how broadly Bidder intends to apply the program across the CLIENT asset base (i.e. which asset classes are supported, how specific program elements are deployed, frequency of analysis etc…)

· Integration of asset management strategies with asset operating conditions and other activities.

(b)
Operational Excellence

A description of the tools and processes Bidder will use to manage its solution, including: 

· Information on Bidder’s capabilities and proposal to provide a single “dashboard” view of Bidder’s quantitative and qualitative service delivery performance;  

· A description of Bidder’s change management procedure and underlying tools used; 

· A description of how service requests are managed and the underlying tools used;

· A description of how projects are managed and the underlying tools used;

· A description of Bidder’s incident and problem management procedure and underlying tools used, including trouble ticketing, resolution, progress reports, escalations, notifications, timeframes, tracking and prioritization; and

· Information on Bidder’s reporting mechanisms, including a list of proposed reports, in connection with the proposed Services.  Such reports should include KPI measurement and management, planning and budgeting, and relationship management (including program office status, migration status, status of other initiatives, and governance).  Bidder should describe any “dashboard” reports that Bidder proposes to provide in connection with the proposed Services (and provide samples if appropriate).

(c)
Planning and allocation of resources

A description of the solution that the Bidder will implement at CLIENT to achieve the goals and objectives stated in Section 1.5, including Service delivery and Planning Processes. Bidder’s response should address the following elements:

· Expected benefits of suppliers proposed solution

· A description of the scheduling process Bidder will use at CLIENT (e.g. daily, weekly, multi-week look-ahead, etc.).   

· Description should be clear as to which activities and resources are scheduled.  Sample schedules should be included.

· A description of methodology Bidder will follow to allocate resources to operations and maintenance activities.

· A Description of how Bidder will assign priorities to work requests.

· How work schedules are communicated with the maintenance work force?

· A description of the use of enabling technology.  Bidder may attach sample screenshots of the tools to be used.

4.5.2.2 Energy Management

Bidder will describe ability to implement conservation programs, organize work and define an asset management strategy aiming at reducing Energy Demand/Cost and contribute to the reduction of CO2 emissions. Bidder should describe its proposed methodology for achieving a cost-optimal balance at CLIENT among the following outcomes described in Exhibit A (Statement of Work).

· Utilities are provided to the facility in a highly efficient, highly reliable, and environmentally responsible manner, aligned with Customer demand requirements.

· Building, facility, and specific equipment temperatures, humidity and air flow rates are operated and controlled at set points which promote productivity, support operations, and provide a safe and comfortable work environment while minimizing energy use.   

· System maintenance and operations aligns with Customer’s energy conservation and control strategies.

· Control activities are aligned with energy conservation and control programs

· All areas are properly illuminated as per Customer energy conservations requirements and life safety standards

4.5.2.3 MRO

Bidder will describe experience to manage Consumables and Spares Management Process. Bidder must provide a proposed methodology for achieving a cost-optimal balance at CLIENT among the following Outcomes described in the Exhibit A (Statement of Work).  In particular, CLIENT is very interested in understanding Bidder’s perspective on how:

· MRO management minimizes costs of procurement

· MRO management minimizes inventory holding costs, shrinkage and wastage

· MRO management minimizes stock-outs and work delays due to materials unavailability

Bidder should also answer the following questions:

· How will materials procured be tracked against assets?

· Will the materials management organization be primarily site-based or off site?  

· How will responsibilities be assigned?  Who holds decision authority relating to issues such as expediting and use of purchasing cards?  Where does the critical technical expertise reside?  If it resides offsite, what level of commitment and site presence can CLIENT expect?

· How processes, resources and technologies will be linked to procurement and inventory management with the repair, maintenance and project work that it supports?

· Description of your approach to MRO inventory optimization.  Specifically, what inventory levels will you sustain.  What inventory levels to you expect to sustain for various inventory categories (i.e.  critical spares, non-critical spares etc…).  How long will parts stay on the shelf on average for each category?

4.5.2.4 Project Delivery

Bidder should provide a description of Bidder’s proposed approach to managing project work within the Scope of Work at CLIENT.  Development and implementation of new processes and related resources should be described in Bidder’s OA.  Bidder’s response should address the following questions: 

· What thresholds or conditions does Bidder typically recommend for self-performing project work as opposed to soliciting proposals in the market?

· What technology resources Bidder will use, on and off site, to support project management at CLIENT?  Where appropriate, provide sample outputs and screenshots.

· How is Bidder planning to integrate its processes specific to project delivery with CLIENT?  How will Bidder’s system accommodate funding, budgeting and scope changes and approvals?
4.5.2.5 Calibration Services

Bidder should describe it experience of providing Calibration Services in a GxP environment. Bidder should describe proposed methodology to achieve the following outcomes described in Exhibit A (Statement of Work).

· Equipment calibration is in compliance with all regulatory, EH&S and other applicable Customer and regulatory requirements.

Bidder’s response should answer the following question:

· Does Bidder currently provide this type of services to other accounts? If so, please give some additional details.

· Does Bidder have any experience in providing calibration services in a GxP environment and particularly to support a Pilot Plant? Please explain.

· What calibration services Bidder is planning to self-perform on-site, off-site and sub-contract? What third parties Bidder is considering to involve or partner with?

4.5.2.6 Business Continuity

Business Continuity is critical to CLIENT and CLIENT requires the Bidders to have a robust and viable business contingency plan. Bidder should provide a copy of its current and comprehensive Business Continuity Plan (including key subcontractors) and summarize the implications for the bid services to CLIENT. Bidder’s proposal shall answer the following questions:

(a) Physical Security

What physical security measures does Bidder use within its current premises designed to protect the confidentiality and integrity of your client’s information (e.g. building & floor security mechanisms, secure area provisions)?  Bidder should describe in full both the physical and technological security measures that will be in force to protect CLIENT.

(b) Disaster Recovery

What disaster recovery processes and measures does Bidder have in place to ensure continued availability of its services and continued data security (physical & technological) in the event of a disaster? Bidder should substantiate answer to demonstrate the effectiveness of its processes.

(c) Information Security

Does Bidder have a formal information security program in place? If so, Bidder should briefly describe the policies, procedures and standards and escalation path. Given what Bidder know about its competitors, how does Bidder believe its approach to security and information control distinguishes itself from its competitors?

4.5.2.7 Call Center

Bidder should detail how it proposes to staff and operate the Integrated Facilities Service Call Center / Helpdesk / Portal (“Call Center”).  Bidder should include the following details.

(a) On-site vs. off-site operations

Bidder’s preference for on-property vs. off-property operations, detailing any assumptions made. Bidder should provide the business rationale for the positions that Bidder is proposing to be situated on-property.  Where support can be provided off-property, Bidder should explain how activities will be overseen and remain focused on CLIENT.

(b) Training

Bidder should describe the training and other operative development programs used to ensure that the Call Center maintain a consistently high level of service.

(c) Shared resources vs. devoted resources

Bidder should provide the business rationale for the positions that it believes are required to be dedicated to CLIENT (100%) and those that it recommends being part-time (potentially shared with other clients).  Where support is to be provided off-property, Bidder should explain how it will ensure these resources remain focused on CLIENT
(d) Call resolution

Bidder should detail its preferred process for handling of call resolution through closeout.  Bidder should include processing of calls during normal weekday hours and outside of normal office hours.

(e) Escalation process

Bidder should detail its recommended real time escalation procedures for any aspect of the Call Center.

(f) Additional scope

Bidder should comment on how it would address a requirement to extend the Call Center to support other CLIENT North American and European locations.

(g) Technology

Bidder should describe in detail the technology tools that it is proposing as part of the Call Center.

(h) Transition Plan

Bidder should outline its proposed high-level transition plan to accept the Call Center.

(i) Org structure and process map

Bidder should provide a graphical representation of its proposed solution structure for a team to manage the Call Center, clearly identifying which roles are required to be on-property and those that are to be provided off-property.

4.5.2.8 Environmental, Health & Safety

Bidder will describe its expertise in implementing a comprehensive Environment, Health and Safety program in a highly regulated environment, preferably within the bio-pharma industry. Bidder is expected to include the following elements, at a minimum, when formulating its response.

(a) Description of roles and responsibilities shared between Bidder (Corporate, Account and Site levels), Bidder’s Customer and third parties managed under Bidder’s responsibility or watch.

(b)
Communication protocol, processes and tools followed by Bidder to ensure Bidders’ employees and third parties under management know, understand, follow and are incentivized to follow EH&S requirements.

(b) Methods used to involve Bidder and third party workforce in developing safe work systems and communicate safety evaluations.

(d)
Evaluation tools and controls used by Bidder supervisors and Bidder Corporate personnel to regularly monitor the safety conditions of Bidders’ employees and third parties under management. 

(e)
Reporting capability structure to communicate:

· EH&S results to Bidder’s Customer and site owners

· Incidents and incident investigations occurring within the Bidder’s entire portfolio of accounts

(f)
Methods used for pre-employment medical and physical screening and post employment environmental, health, & safety training.

(g)
Methods used to make sure:

· Equipment operated by Bidder’s employees is correctly registered, controlled and maintained in safe working condition.

· Personal Protective Equipment used by Bidder’s employees on-site is certified and kept in working order

In addition, Bidder will provide answers to the following requests:

(h)
Example of EH&S goals, audits, results over past 3 years.

(i)
Bidder’s Experience Modification Rate (EMR) for the past 3 years and its impact on Bidder’s Worker Compensation rate per employee

(j)
Bidder’s OSHA recordable rate, lost workday case rate, serious injury rate, and severity rate for Bidder’s company or division in the last 3 years

(k)
List of major corrective actions that have been recently implemented

(l)
List of major findings from regulatory inspections (i.e., OSHA and EPA) for the last 3 years.

4.5.2.9 Procurement And Sub-Contracting

Bidder’s use of subcontractor/s will be subject to CLIENT’s prior written consent. In any and all cases, Bidder will bear responsibility and liability for subcontractors with regard to legal and tax liability, equal opportunity regulations, unemployment and worker’s compensation taxes, and subcontractor’s compensation. 

CLIENT wishes to understand Bidder’s intentions to subcontract or assign any or all elements of the Statement of Work.  In concert with the Financial Bid Model, Bidder should address, at a minimum, the following issues:

· the services Bidder proposes to subcontract

· to whom Bidder will subcontract these services

· the reason for subcontracting 

In addition, Bidder’s proposal shall include the following elements:

(a) Supplier Relationship Management

Bidder should describe the process used to monitor and influence the effectiveness of its central subcontract and supplier relationships.

(b) Purchasing Leverage

Bidder should provide examples (up to five) where it has successfully used its subcontractor’s supply chain leverage to reduce service costs for clients.

(c) Collaborative Sourcing

CLIENT requires Bidder to work effectively with other vendors providing related services both on-site and remotely.  Bidder should provide an overview of how it will address the requirement to interface with 3rd parties including the following as a minimum:

· Approach to sharing information and with 3rd parties on service issues that impact CLIENT.

· Approach to identifying cost reduction and service improvements in partnership with 3rd parties

(d) Issue Resolution

Bidder should detail its process for the resolution and escalation of issues with subcontractors and suppliers.

(e) Minority Spend

A description of how Bidder has helped other customers meet commitments to utilize minority and women owned businesses, including:

· an explanation of how Bidder’s solution addresses the constraints and challenges faced by CLIENT (and how Bidder has addressed similar constraints on other customer accounts); and

· an estimate of the typical percentage of its spend that Bidder believes can be directed to MWOBs for facilities in the United States;

4.5.2.10 Budget and Forecasting Management

Bidder should describe Best Practices that Bidder proposes to follow to manage budget and develop accurate forecasts.  Bidder will give examples of solutions that it has implemented with other accounts in order to avoid budget overages. Bidder should describe its proposed methodology to achieve the outcomes described in Exhibit A (Statement of Work), including:

· All budget variances are approved and can be explained
· Total year end budget is within Customer’s acceptable limits
· Quarterly budget forecasts are submitted to Customer for review thirty days prior to the beginning of each quarter
4.5.2.11 Finance Management

(a) Sarbanes Oxley

Bidder should outline its understanding of Sarbanes Oxley in respect of the provision of Facilities Management Services to a financial institution and within your own corporation.

Bidder should describe how Bidder will facilitate CLIENT’s compliance with Sarbanes Oxley (“SOX”) requirements, including:

· An explanation of how controls and processes implemented by Bidder will facilitate SOX compliance; 

· An explanation of the role Bidder would expect to play in CLIENT’s SOX compliance activities; and

· Examples of other customer accounts where Bidder has assisted a customer with SOX compliance and descriptions of the assistance Bidder provided.

(b) Procure-to-pay cycle

Bidder should describe its process for performing invoice processing and payment function. Bidder should explain the process used to ensure Requisition amount (if any), PO amount and payment amount match (2-way match, 3-way match, etc.). Bidder should describe how its system interacts with its General Ledger or that of its Customers.

(c) Continuous Improvement

Bidder should highlight how prior processes were made more efficient while maintaining and / or improving control and accuracy.

(d) Challenges

Bidder should describe key issues, concerns and challenges that its organization believes are associated with this function and sub-functions

(e) Implementation

Bidder should describe how its proposes to implement an invoice processing and payment function for CLIENT. Bidder should include the most effective approach for invoice funding from procurement through approvals through payment.

(f) Financial System

Bidder should provide an overview of:

· The financial systems utilized at its organization

· Proposed or potential integration points between Bidder & CLIENT systems.

(g) Reporting

Bidder should provide an overview of the proposed financial reporting.  In its response, Bidder should address, at a minimum, the following issues:

· Its experience (including case studies) of performing each of the sub-functions (Variance Analysis, Monthly Reporting, Monthly Forecasting). 

· Examples of processes made more efficient while maintaining and / or improving accuracy.

· Optimum timeframe for completing & submitting the monthly reporting, analysis & forecasting including detailed variance explanations.

4.5.2.12 Union Relations

Bidder will describe dealings with the key unions in the last 2 years, citing particular trends and outcomes of key negotiations and discussions.  Bidder should include an overview of its relationship management plan with labor unions.

Bidder should outline the key issues and challenges associated with unionized labor regarding the following:

(a) Extensive unionization services

Bidder should describe how Bidder negotiated (or supported a vendor to negotiate) with key unions the service requirements for services

(b) Establishing working practices for new buildings.

Bidder should describe how Bidder negotiated (or supported a vendor to negotiate) labor efficiency levels with key unions the service requirements for services (e.g. janitorial and engineering).

(c) Renegotiating labor levels in existing buildings.

Bidder should describe how Bidder negotiated (or supported a vendor to negotiate) a reduction in staffing levels.

4.6 Service Provider Viability
(a) Bidder should describe its strategy relative to the Facilities Management business and how it would benefit CLIENT’s requirements as described in this RFP.  Bidder should detail how this strategy sets Bidder apart from its competition.

(b) Bidder should indicate its prediction of the five most significant changes which it anticipates may affect the Pharma subsector of Facilities Management industry locally as well as nationally or globally.  Bidder should describe how Bidder will adapt to each of these changes.

(c) Bidder should describe its ability to expand the scope of its engagement with CLIENT, should future opportunities arise to manage other CLIENT properties across the US, America’s or elsewhere globally.  Bidder should describe its ability to offer clients centralized services to maximize service consistency, effectiveness and efficiency.

(d) Bidder should describe its predictions for how the tightening credit markets could impact the Facility Management industry.  Bidder should include any specific actions Bidder is taking in light of the changing economic conditions in the US.

4.7 Comparable Experience
4.7.1 Case Studies

CLIENT requires Bidder to demonstrate the depth of relevant experience for providing services to Pharma / Bio Life Sciences Sites of a similar scale and scope to the portfolio. Bidder should provide two case studies that are relevant to the portfolio, clearly describing its role in the activity and the roles of others (client etc.) and whether these roles contributed to or detracted from meeting the objective.  Bidder should use case studies from experiences acquired within the last 2 years.  Bidder should highlight the following:

· Key lessons learned 

· Objective

· Scale

· Timelines

· Key deliverables

· Personnel deployed

· End result

In addition, Bidder should attach 3 different Business Cases specifically depicting its experience in providing Project Delivery services similar to the ones mentioned in Exhibit A (Statement of Work) in an industrial environment.  Bidder can include one (1) business case specific to Office Building, if relevant. If a partner was used, Bidder should clearly indicate the roles and responsibilities of all parties.

4.7.2 Experience and References

In addition, Bidder should describe its experience and general qualifications in each of the Services it proposes to perform.  This Section should include the following information for Bidder and any subcontractors or partners it plans to use to perform significant portions of the services.  

(a) Bidder Background and Experience.

· Bidder should provide some general historical background

· Bidder should provide its organization’s experience with providing services to facilities ranging from 100,000 square feet to 1,000,000+ square feet and list services provided. If contract has evolved over time, Bidder should provide value of initial contract and should list corresponding services offered and provide value of contract today. Bidder should clearly mention if facilities are within a GxP environment. 

· Bidder should provide the 3-year history of internal headcount dedicated to the delivery of facilities management services. 

· Bidder should detail Bidder’s anticipated investments in technology, processes, and personnel over the next three years, and explain how they will benefit CLIENT.

· Bidder should list any relevant strategic partnerships with suppliers or any third party service providers and briefly explain how they will benefit CLIENT.
(b) References.  

Bidder should provide at least three appropriate references (similar “As Is” situation, similar size and scope, etc.) for each Service Bidder proposes to perform.  Companies must be willing to discuss their initial “as is” situation, why the selected the Bidder, the actual savings realization they have experienced over an extended time period.  .

In addition, Bidder should provide references for two companies that previously received services similar to those described in this RFP, but that have since terminated their relationship with Bidder.  

Include the following information for each reference:

· Company, contact name, title, address, e-mail & phone number;

· Company’s industry;

· Number of facilities and square footage managed by Bidder;

· An indication of whether the union employees perform in-scope functions for the company;

· Year of contract initiation and years established as customer; and

· General description of services provided.

· Current Client Site Visits by CLIENT.  

Bidder should obtain permission from two to four appropriate references / clients (similar “As Is” situation, similar size and scope, etc.) for CLIENT to conduct independent on-site reviews of Bidder’s services performed.

4.8 Transition Plan
4.8.1 Implementation Schedule

Bidder should provide a detailed implementation schedule and process overview highlighting its proposed transition plan and methodology for the CLIENT account.  Bidder should address, at a minimum, the following aspects of its transition plan:

(a) Financial / invoicing transition

(b) Technology deployment

(c) Implementation of bidders works processes, tools & methods

(d)
Staffing and interview processes

(e)
Data transfer / migration

(f)
Sub-contractor / supplier migration

(g)
Employee transitions

(h)
Customer communications

(i)
Employee communications

(j) 
Vendor / 3rd Party Supplier Communications

(k)
Change management processes and tools

4.8.2 Resources and organization

Bidder should detail the number and type of CLIENT resources (core versus occasional) and the amount of time required from those resources to ensure successful implementation.

Bidder should provide information about any change management programs used as part of the transition period.

Bidder should describe how it would structure its implementation team for CLIENT and include an organization chart showing the following:

(a) 
Key roles / functions and reporting relationships

(b) 
# of personnel in each role / function

(c) 
# of months each resource would be involved in the project

(d) 
Percentage of time that each team member would dedicate to CLIENT – if less than 100% dedicated, Bidder should also disclose the number of other clients that each non-dedicated resource would also support

Bidder should clearly state what role its clients typically play during the implementation process?  Bidder should be specific about the type of resources it will need from CLIENT and the amount of time required from those resources. 

4.8.3 Challenges, Improvements and Controls

Bidder should answer the following questions:

(a)
Has Bidder delayed any of its implementations from the original date?  If so, what caused this to happen?  Are any of Bidder current implementations incurring delays? Bidder should provide details. 

(b)
What transition problems has Bidder encountered in the past?  How has Bidder responded to those problems?  What has Bidder proactively done to diminish future problems?

(c)
What are Bidder’s testing procedures for systems integration and vendor management prior to going live?  Who participates in this testing?  What role does the client play?

4.9 Service Quality
4.9.1 Customer and end-users satisfaction

CLIENT expects Bidder, in close cooperation with CLIENT, to conduct end-users satisfaction surveys as a management tool to identify strengths and weaknesses in the delivery of the Services, and to provide focus for management attention.  

Bidder should describe its approach to conducting such surveys and the ways in which Bidder would propose to make use of them.  

In addition, Bidder will describe how customer’ satisfaction is measured, including a process overview and typical levels of frequency.  Bidder should be as specific as possible about the process, measures used, reports generated, and actions resulting from the program.

4.9.2 Fee at risk

Bidder should report (consistent with Exhibit C.2 – Bid Template Services) the portion of its Management Fee Bidder would agree to place at risk if mutually agreed-upon performance standards are not met. Bidder should confirm how it would propose to structure any such agreement and include any disclaimers Bidder may have about this provision.

4.9.3 Audits and SLAs

Bidder should describe the frequency of (i) internal and (ii) external audit of its organization.  Bidder should confirm when the last audit was conducted and summarize the findings.

Bidder should provide samples of Service Level Agreements (SLAs) that it currently operate under for other clients in the performance of their Services, as well as examples of reporting and trend analysis provided. Bidder should confirm whether it would be prepared to adopt CLIENT’s standards, if different from its own.

Bidder should indicate whether its systems currently capture the information required to measure the SLAs.  Bidder should specifically comment on how you would establish the base lines for measuring performance.

Bidder should describe the type of service level agreements it has developed to manage vendors, suppliers, service providers and partners. If Bidder has developed an audit program to identify 3rd parties processes gaps, Bidder should give details about its program and effectiveness.

4.9.4 Key Performance Indicators (KPIs)

CLIENT will have the flexibility to weight particular KPIs more heavily than others for purposes of calculating Incentive Compensation.  

Bidder must provide recommended KPIs, which must include lagging and leading indicators and explicitly define how they will be measured.  Bidder will refer to the KPIs sample in Exhibit A.4 (Key Performance Indicators).  Bidder must also provide current client KPIs, dashboards, and any other relevant information.

Bidder should describe its approach to KPI management, including:

(a)
Its approach to measuring and documenting KPI performance; 

(b)
The format and frequency of KPI reporting (and provide sample reports)

(c)
The mechanisms, tools and techniques Bidder intends to put in place to meet, measure, report, and improve upon the KPIs.

KPIs shall be measured at the individual site and CLIENT portfolio level. 

When tracking KPIs Bidder should describe how it will close gaps proactively and communicate plans to CLIENT.  Bidder must provide a description of how it plans on ensuring hitting all intended outcomes.  

CLIENT anticipates that different facilities may require different levels of service (i.e. up-time, reliability).   For example, a major office site may require higher levels of availability and responsiveness compared with a warehouse facility.  Bidder should describe how its approach will accommodate these varying levels of service.

4.10 Governance
An important and vital part of the performance based contracting strategy being implemented by CLIENT is a robust governance program.  The governance process is put into place to ensure frequent and meaningful communication between CLIENT and the Service Provider.  Bidder should provide recommendations on a Governance Process for this Contract. In its response (Exhibit D to be provided by Bidder), Bidder should address the following items:

(a)
A list of recommended Bidder personnel that will be involved with the Steering Committee

(b)
A list of recommended Bidder personnel that will be involved with the Management Team

(c)
Information and topics that will be discussed at the Steering Committee and Management Team meetings

(d)
Any other comments or suggestions on how to govern the management of Services contained within Exhibit A (Statement of Work).

(e)
How business & performance issues will be identified and escalated

(f)
Innovation.  What forums & opportunities does the supplier propose to provide CLIENT access to industry trends, emergent best practices, & FM thoughts leadership.

4.11   People
CLIENT believes the Bidder ability to retain and develop employees will be key to the Bidder’s success. CLIENT would like to know more about Bidder’s practices in this area and Bidder is asked to include the answers to the following questions in its proposal.

(a)
Employee Retention Strategy during Transition

It will be critically important for the successes of this initiative that the Bidder is able to retain some of the current workforce.  Bidder should describe the general strategies and specific solutions you would use to attract and retain portions of the current workforce.

(b)
Personnel Performance

How does Bidder ensure that each member of its account management and operations team is performing adequately?  What specific measurement criteria are used for each position? Bidder should specifically comment on how it would establish the baselines for measuring performance.

(c)
Turnover

How does Bidder manage turnover and ensure continuity of service for its clients? Bidder should provide its staff turnover rates for the most recent 12-month period and confirm what percentage (if any) of this number includes staff transferring out to another client’s team.  Bidder should also comment on how it manages:

· Planned and unplanned staff absences

· Employee succession.

Bidder should breakout the turnover rates from Key or Critical personnel vs. non-key personnel

(d)
Talent Management

Bidder should describe its strategy for attracting and retaining top-performing personnel at all levels of a client’s service team.

(e)
Training and employee development

Bidder should describe how staff training will be provided and managed both initially and on an ongoing basis.  

Bidder should describe how employee development will be provided and managed on an ongoing basis.  

Bidder should provide:

· Details around training programs for employees

· Overview of HR policies and programs for advancements

· Any other relevant information such as your employee development program, etc.

4.12 Response to the Term Sheet
Exhibit F (CLIENT Contractual Terms & Conditions) to this RFP contains a term sheet (CLIENT Contractual Terms & Conditions) that sets forth CLIENT’s requirements concerning certain key (but non-exhaustive) legal, commercial and technical issues upon which Bidder would be retained to provide the services.  Bidder should respond to the Term Sheet in the manner specified in Section 2.12.

Bidder’s response to the Term Sheet will be a key factor in CLIENT’s evaluation.  The timeline provided in Section 2.4 does not allow for protracted legal negotiations.

4.13 Coverage 
The Facilities Management portfolio presented in this RFP consists of 9 locations throughout New Jersey and Pennsylvania   The Managed Facilities are located in the following states and locations:   


	Location / State
	CLIENT Common Location Name

	Location A
	A

	Location B
	B

	Location C
	C

	Location D
	D

	Location E
	E

	Location F
	F

	Location G
	G

	Location H
	H 

	Location I
	I


Bidder should describe its capabilities in each of these locations, and describe any differences in the way in which Bidder would provide the Services.  

5. RFP Exhibits and Attachments 

* Bidder instructions for Exhibits included in (Italics) 

5.1 EXHIBIT A:  STATEMENT OF WORK 

EXHIBIT A.1 - Managed Facility Data   (Bidder Information Only)
EXHIBIT A.2 – Statement of Work Matrix   (Bidder Information Only)

EXHIBIT A.3 - Service Level Agreement   (Bidder Input Required)

(Exhibit A.3 will be issued DD/MM/YY)

EXHIBIT A.4 - Key Performance Indicators (Examples)   (Bidder Input Required)
EXHIBIT A.5 - Asset List   (Bidder Information Only)
EXHIBIT A.6 – Work Order History List   (Bidder Information Only)

EXHIBIT A.7 – List of Standards Operating Procedures   (Bidder Information Only)

EXHIBIT A.8 – Current Org Charts And Staffing Model   (Bidder Information Only)
5.2 EXHIBIT B:  RESERVED
5.3 EXHIBIT C:  PRICING (Bidder Information Only)
EXHIBIT C.1 – Base Year Spend   (Bidder Information Only)
EXHIBIT C.2 - Bid Template – Services, Transition Costs and Management fees 


(Bidder Input Required)
EXHIBIT C.3 - Open format MS Word document (To be provided by Bidder)
5.4    EXHIBIT D:  GOVERNANCE MODEL   (To be provided by Bidder Input) 
5.5    EXHIBIT E:  RESERVED
5.6 EXHIBIT F:  CLIENT CONTRACTUAL TERMS & CONDITIONS - (Agreement for Facilities Management Services) (Bidder Input Required)

(Exhibit F will be issued DD/MM/YY)
EXHIBIT F.1 – CLIENT Standard Payment Terms & Conditions   (Bidder Information Only)
5.7     EXHIBIT G: OTHER DOCUMENTS (Bidder Information Only)
EH&S SERVICE PROVIDER PROGRAM ROLE REQUIREMENTS

EH&S ORIENTATION SIGNATURE FORM

CONTRACTOR EH&S PRE-QUALIFICATION FORM

6. Bidder Meeting / Presentations / Site Visits

6.1 Strategic Bidder Review (Yellow Pad 1)
CLIENT’s goal is to obtain the best proposal possible, and wants to interact with the Bidder to ensure that there is no gap in understanding between the parties.  CLIENT’s, therefore, asking Bidders to meet in person prior to developing their proposals.   The purpose of this meeting is to provide the Bidder a full understanding of CLIENT’s intent and provide a forum where the Bidder will be able to communicate initial questions.   

Client HQ
(Plenary session with all Bidders present)

CLIENT will provide a more detailed agenda to the Bidder. Bidders will be expected to be present on site at least 15 minutes prior in order to register and go through security. 
6.2 Bidder Visits
Bidders’ visits of CLIENT premises within the scope of the RFP have already taken place between DD/MM/YY and DD/MM/YY.
6.3 Bidder Proposal Preview Session (Yellow Pad 2)  

CLIENT’s goal is to obtain the best proposal possible, and wants to interact with Bidders to ensure that there is no gap in understanding between the parties.  CLIENT’s, therefore, asking Bidders to present their proposals in person, and will provide them feedback on their proposal.  Bidders will be able to incorporate the feedback into their final proposal, which needs to be submitted on the final proposal due date, a few days after this presentation.  This process works best if Bidders present a complete proposal, as if it were their final proposal.

These presentations will be scheduled for 1 day each in Client HQ for the following time slots:

· Tuesday
DD/MM/YY, 
8 AM – 5 PM*

· Wednesday 
DD/MM/YY,  
8 AM – 5 PM*

· Thursday 
DD/MM/YY,  
8 AM – 5 PM*

· Friday
DD/MM/YY, 
8 AM – 5 PM*

CLIENT will provide a more detailed agenda to the Bidder.

*Allotted time subject to Bidder presentation 

Bidder should provide its first, second and third choices by Email, and its choice will be honored on an earliest-to-respond basis.

Session Agenda (Example - more detail to follow):

· Presentation Section 1 by Bidder

· Independent discussion within CLIENT team to collect feedback to proposal

· Clarifications from CLIENT
· Presentation Section 2 by Bidder

· Independent discussion within CLIENT team to collect feedback to proposal

· Clarifications from CLIENT
Some expectations for the Proposal Presentation:

· Bidder’s proposed Account Manager, who will deal with CLIENT’s representatives on a regular basis will attend this presentation

· A member of Bidder’s transition support team, who can speak knowledgably about the account transition process on a national basis will attend this presentation

· ALL Bidder materials should be submitted electronically to CLIENT at the start of the session

· Bidder should bring (#) printed copies of all presentation material to the session 

· An LCD/laptop projector and flipchart/white board will be provided.  Please advise us if you have any other requirements

· The room will have a speaker phone in case a member of your team needs to be dialed in

Format of Presentation (Following section is an example and more detail to follow):

· Bidder Organization

· Bidder should describe the capabilities and resources which uniquely qualify its organization for this assignment

· CLIENT believes that there is significant opportunity to drive cost savings and performance improvements through better price and reexamination of all aspects of the services delivery model.  Bidder should provide its vision for optimizing this at CLIENT.

· Bidder should attach its organization chart for the proposed service delivery organization that it proposes to deploy at CLIENT in the first year, and subsequent years of a contract.

· Financial Overview

· Overview and details of Bidder’s bid

· Proposed margin 

· The savings potential for CLIENT
· Service level implications of savings

· Bidder level of certainty about attainability of savings

· All assumptions built into the estimate

· Client Relationship Management

Bidder should describe how its organization will manage the relationship with CLIENT.  Bidder’s response should consider:

1. Anticipated management interactions between organizations

2. Performance reporting

a. Frequency

b. Format

c. Sample reports

3. Process for understanding changing service requirements

4. Escalation process for resolving business, personnel or performance issues

· Bidder should describe the transition process for the following:

A. Transitioning processes

B. Change Management

1. Communications

2. Training

· CLIENT Critical Success Factors

CLIENT recognizes that in any partnership, both parties must contribute to successful outcomes.  Bidder should describe its expectations of CLIENT’s contributions to the success of this initiative.

· Bidder should clearly identify use of Third Party Vendors and Bidder’s industry leverage (Annual Spend)

· Bidder should describe any other factors of its proposal Bidder wants to highlight for CLIENT– this may include responses to some of the questions CLIENT has asked in the RFP

6.4 Current Client Site Visits by CLIENT
CLIENT’s wants to conduct independent reviews of Bidder’s current client sites to review services performed.  CLIENT requests that Bidder provide four to six references of existing clients that are of similar size, and scope of services.  Bidder should provide references that are willing to speak with or host CLIENT to discuss the Bidder’s services.
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