
          

   
 

 

  
 

 

6601 Main Street ● Miami Lakes, Florida, 33014 

Office: (305) 364-6100 ● Fax: (305) 558-8511 

Website: www.miamilakes-fl.gov 

 

Agreement 

I. Parties 

This Agreement, 2020-25 is made this _____ day of __________________ 2020, by and 

between _______________________________ (“Contractor”), located at 

__________________________________________________ and the Town of Miami Lakes 

(“Town”), located at 6601 Main Street, Miami Lakes, FL 33014. 

II. Recitals 

Whereas the Town desires to enter into an agreement with Contractor for managed print 
solutions and additional technology related products in an amount not to exceed budgeted 
funds; and 

Whereas Contractor has agreed to provide said goods and services to the Town in accordance 
with its contract with the Region 4 Education Service Center Contract R171405 except to the 
extent otherwise provided herein; and 

Whereas the Town of Miami Lakes, with the Town Manager acting in accordance with Section 
7 of the Town’s Procurement Code, will enter into an agreement with Contractor, in 
accordance with the terms of Contract R171405, which is attached hereto as Exhibit “A” and 
made a part of this Agreement. 

 Therefore both parties agree as follows: 

III. Incorporation of Recitals 

The provisions and recitals set forth above are hereby referred to and incorporated herein 
and made a part of this Agreement by reference. 

IV. Products and Services 

Contractor shall provide goods and services to the Town in accordance with the terms of the 
above referenced Contract. All other terms and conditions of said contract, a copy of which is 
attached hereto as Exhibit “A”, are incorporated herein by reference, except to the extent 
otherwise provided herein. 

V. Contract Modifications 

The following contract modifications shall be made to the Agreement between the Town and 
Contractor from the Contract: 

CONTRACT NUMBER 

The Town of Miami Lakes’ Managed Print Solutions and Additional Technology Related 
Products Agreement will be referenced as Contract #2020-25. 
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EFFECTIVE DATE 

Month_________________Day________ of 2020 

SUBCONTRACTORS 

Contractor shall not subcontract any of the Work to be performed under this Contract without 
prior approval of the Project Manager. 

INVOICING 

Contractor shall provide the Town with an invoice once per month for the goods delivered in 
the prior month. At a minimum the invoice must contain the following information: 

• Name and address of the Contractor 

• Purchase Order number 

• Contract number 

• Date of invoice 

• Invoice numbers (Invoice numbers cannot be repeated) 

• Work performed 

• Timeframe covered by the invoice 

• Location of Work performed  

• Additional Services price allowed by Change Order and/or written agreement 

• Total Value of invoice 

 
Failure to include the above information will delay payment. Payments will not be made based 
on statements of accounts. 

The Town will take action to pay, reject or make partial payment on an invoice in accordance 
with the Florida Local Government Prompt Payment Act. No payments shall be due or payable 
for Work not performed or materials not furnished or where the Work has not been accepted 
by the Town. If there is a dispute with regard to an invoice, the Town will pay the amount not 
in dispute and reject the remainder that is in dispute. 

Failure to include the above information will delay payment. Payments will not be made based 
on statements of accounts. 

The Contractor shall be compensated at the prices specified in the Bid Form of the Contract. 

INSURANCE 

The Town of Miami Lakes shall be shown as the additional insured under the required 
insurance. Copies of such insurance must be provided to the Town prior to the 
commencement of any Work under this Agreement. 

REPRESENTATION ON AUTHORITY OR PARTIES/SIGNATORIES 
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Each person signing this Agreement on behalf of an entity represents and warrants that he or 
she is duly authorized and has legal capacity to execute and deliver this Agreement. Each party 
represents and warrants to the other that the execution and delivery of the Agreement and 
the performance of such party’s obligations hereunder have been duly authorized and that 
the Agreement is a valid and legal agreement binding on such party and enforceable in 
accordance with its terms. 

VI. Points of Contact 
The points of contact for the Town shall be: 

Contract Management: Nathalie Garcia or designee, Procurement Manager  
(305) 364-6100 ext. 1166 garcian@miamilakes-fl.gov  

Project Manager: German Cure, Strategic Planning, Performance & Innovation 
(305) 364-6100 ext. 1122 cureg@miamilakes-fl.gov   

 The point of contact for Contractor shall be: 

 Name: __________________________, email: ___________________________ 
  
 Title: ___________________________, phone: __________________________ 
   

 
                __________________________________  
   Contractor    Town of Miami Lakes 

      
  

                 ______________________________ ______________________________ 
 Signature Edward Pidermann, Town Manager 
 

 ______________________________ 
 Name (Print) 

 
 ______________________________ 
 Title 

       Attest: 
 
       ______________________________ 
       Gina Inguanzo, Town Clerk  

http://www.miamilakes-fl.gov/
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CORPORATE RESOLUTION 
 

 WHEREAS, _____________________________________, Inc. desires to enter into a contract 

with the Town of Miami Lakes for the purpose of performing the work described in the 

Agreement to which this resolution is attached; and  

 WHEREAS, the Board of Directors at a duly held corporate meeting has considered the 

matter in accordance with the By-Laws of the corporation;  

 Now, THEREFORE, BE IT RESOLVED BY THE BOARD OF  
 
DIRECTORS that the _____________ _________________________________, 
     (type title of officer) 
 
______________________________________________, is hereby authorized 
 (type name of officer)  
 
and instructed to enter into a contract, in the name and on behalf of this corporation, with the 

Town of Miami Lakes upon the terms contained in the proposed Agreement to which this 

resolution is attached.  

 DATED this _______ day of ____________________, 20_____. 

              
     ______________________________    
        Corporate Secretary  
 
 

        (Corporate Seal)  
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Exhibit “A” 
CONTRACT R171405 
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REGION 4 EDUCATION SERVICE CENTER (ESC) 

Contract R171405 

for 

Managed Print Solutions  

with 

Toshiba America Business Solutions, Inc. 

 

Effective: March 1, 2018 

  



The following documents comprise the executed contract between the Region 4 ESC and 
Toshiba America Business Solutions, Inc., effective March 1, 2018: 

 

I. Appendix A Vendor Contract 
II. Signature Form 
III. Supplier’s Response to the RFP, incorporated by reference 



APPENDIX A  

 VENDOR CONTRACT AND SIGNATURE FORM 

This Vendor Contract and Signature Form (“Contract”) is made as of October 24, 2017, by and 
between Toshiba America Business Solutions, Inc. and Region 4 Education Service Center 
(“Region 4 ESC”) for the purchase of Managed Print Solutions 

RECITALS 

WHEREAS, both parties agree and understand that the following pages will constitute the contract 
between the successful vendor(s) and Region 4 ESC, having its principal place of business at 7145 
West Tidwell Road, Houston, TX 77092. 

WHEREAS, Vendor agrees to include, in writing, any required exceptions or deviations from these 
terms, conditions, and specifications; and it is further understood that, if agreed to by Region 4 ESC, 
said exceptions or deviations will be incorporated into the final contract “Vendor Contract.”  

WHEREAS, this contract consists of the provisions set forth below, including provisions of all 
attachments referenced herein. In the event of a conflict between the provisions set forth below and 
those contained in any attachment, the provisions set forth below shall control. 

WHEREAS, the Vendor Contract will provide that any state, county, special district, local government, 
school district, private K-12 school, technical or vocational school, higher education institution 
(including community colleges, colleges and universities, both public and private), other government 
agencies or non-profit organization may purchase products and services at prices indicated in the 
Vendor Contract upon registering and becoming a member with TCPN; and it being further understood 
that Region 4 ESC shall act as the Lead Public Agency with respect to all such purchase agreements. 

WHEREAS, TCPN has the administrative and legal capacity to administer purchases on behalf of 
Region 4 ESC under the Vendor Contract with participating public agencies and entities, as permitted 
by applicable law. 

ARTICLE 1- GENERAL TERMS AND CONDITIONS 

1.1 TCPN shall be afforded all of the rights, privileges and indemnifications afforded to Region 4 ESC 
under the Vendor Contract, and such rights, privileges and indemnifications shall accrue and apply 
with equal effect to TCPN, including, without limitation, Vendors obligation to provide insurance and 
other indemnifications to Lead Public Agency. 

1.2 Awarded vendor shall perform all duties, responsibilities, and obligations, set forth in this agreement, 
and required under the Vendor Contract. 

1.3 TCPN shall perform its duties, responsibilities, and obligations as administrator of purchases, set forth 
in this agreement, and required under the Vendor Contract. 

1.4 Purchasing procedure: 

• Purchase orders are issued by participating governmental agencies to the awarded vendor 
indicating on the PO “Per TCPN Contract # R_171405.”

• Vendor delivers goods/services directly to the participating agency.

• Awarded vendor invoices the participating agency directly. 
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• Awarded vendor receives payment directly from the participating agency.

• Awarded vendor reports sales monthly to TCPN.

1.5 Customer Support: The vendor shall provide timely and accurate technical advice and sales support 
to Region 4 ESC staff, TCPN staff and participating agencies. The vendor shall respond to such 
requests within one (1) working day after receipt of the request. 

ARTICLE 2- ANTICIPATED TERM OF AGREEMENT 

2.1 Unless otherwise stated, all contracts are for a period of three (3) years with an option to renew annually 
for an additional two (2) years if agreed to by Region 4 ESC. Region 4 ESC will notify the vendor in 
writing if the contract is extended. Awarded vendor shall honor all administrative fees for any sales 
made based on the contact whether renewed or not. 

2.2 Region 4 ESC shall review the contract prior to the renewal date and notify the current awarded vendor, 
no less than ninety (90) days of Region 4 ESC’s intent renew the contract. Upon receipt of notice, 
awarded vendor must notify Region 4 ESC if it elects not to renew. Awarded vendor shall honor the 
administrative fee for any sales incurred throughout the life of the contract on any sales made based 
on a Region 4 ESC contract whether awarded a renewal or not. Region 4 ESC reserves the right to 
exercise each two-year extension annually. 

ARTICLE 3- REPRESENTATIONS AND COVENANTS 

3.1. Scope: This contract is based on the need to provide the economic benefits of volume purchasing and 
reduction in administrative costs through cooperative purchasing to schools and other members. 
Although contractors may restrict sales to certain public units (for example, state agencies or local 
government units), any contract that prohibits sales from being made to public school districts may not 
be considered.  Sales without restriction to any Members are preferred. These types of contracts are 
commonly referred to as being “piggybackable”. 

3.2. Compliance: Cooperative Purchasing Agreements between TCPN and its Members have been 
established under state procurement law. 

3.3. Offeror’s Promise: Offeror agrees all prices, terms, warranties, and benefits granted by Offeror to 
Members through this contract are comparable to or better than the equivalent terms offered by Offeror 
to any present customer meeting the same qualifications or requirements. 

ARTICLE 4- FORMATION OF CONTRACT 

4.1. Offeror Contract Documents: Region 4 ESC will review proposed offeror contract documents. 
Vendor’s contract document shall not become part of Region 4 ESC’s contract with vendor unless and 
until an authorized representative of Region 4 ESC reviews and approves it. 

4.2. Form of Contract: The form of contract for this solicitation shall be the Request for Proposal, the 
awarded proposal(s) and best and final offer(s), and properly issued and reviewed purchase orders 
referencing the requirements of the Request for Proposals.  If a firm submitting an offer requires Region 
4 ESC and/or Member to sign an additional agreement, a copy of the proposed agreement must be 
included with the proposal. 

4.3. Entire Agreement (Parol evidence): The contract, as specified above, represents the final written 
expression of agreement. All agreements are contained herein and no other agreements or 
representations that materially alter it are acceptable. 
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4.4. Assignment of Contract: No assignment of contract may be made without the prior written approval 
of Region 4 ESC. Purchase orders and payment can only be made to awarded vendor unless otherwise 
approved by Region 4 ESC. Awarded vendor is required to notify Region 4 ESC when any material 
change in operations is made that may adversely affect members (i.e. bankruptcy, change of 
ownership, merger, etc.). 

 

4.5. Novation: If contractor sells or transfers all assets or the entire portion of the assets used to perform 
this contract, a successor in interest must guarantee to perform all obligations under this contract. 
Region 4 ESC reserves the right to accept or reject any new party.  A simple change of name 
agreement will not change the contractual obligations of contractor. 

 

4.6. Contract Alterations: No alterations to the terms of this contract shall be valid or binding unless 
authorized and signed by a Region 4 ESC staff member. 

 

4.7. Order of Precedence: In the event of a conflict in the provisions of the contract as accepted by Region 
4 ESC, the following order of precedence shall prevail: 

 

• Special terms and conditions 
• General terms and conditions 
• Specifications and scope of work 
• Attachments and exhibits 
• Documents referenced or included in the solicitation 

 
4.8 Supplemental Agreements: The entity participating in the Region 4 ESC contract and awarded 

vendor may enter into a separate supplemental agreement to further define the level of service 
requirements over and above the minimum defined in this contract i.e. invoice requirements, ordering 
requirements, specialized delivery, etc. Any supplemental agreement developed as a result of this 
contract is exclusively between the participating entity and awarded vendor. Neither Region 4 ESC, 
TCPN, its agents, members and employees shall be made party to any claim for breach of such 
agreement. 

 
4.9  Adding authorized distributors/dealers: Awarded vendors are prohibited from authorizing additional 

distributors or dealers, other than those identified at the time of submitting their proposal, to sell under 
their contract award without notification and prior written approval from TCPN. Awarded vendors must 
notify TCPN each time it wishes to add an authorized distributor or dealer. Purchase orders and 
payment can only be made to awarded vendor unless otherwise approved by TCPN. Pricing provided 
to members by added distributors or dealers must also be less than or equal to the pricing offered by 
the awarded contract holder, unless otherwise approved by TCPN. 

 

 
ARTICLE 5- TERMINATION OF CONTRACT  

 
5.1. Cancellation for Non-Performance or Contractor Deficiency: Region 4 ESC may terminate any 

contract if Members have not used the contract, or if purchase volume is determined to be low volume 
in any 12-month period.  Region 4 ESC reserves the right to cancel the whole or any part of this contract 
due to failure by contractor to carry out any obligation, term or condition of the contract.  Region 4 ESC 
may issue a written deficiency notice to contractor for acting or failing to act in any of the following:  

 

i. Providing material that does not meet the specifications of the contract; 
ii. Providing work and/or material that was not awarded under the contract; 
iii. Failing to adequately perform the services set forth in the scope of work and specifications;  
iv. Failing to complete required work or furnish required materials within a reasonable amount of 

time;  
v. Failing to make progress in performance of the contract and/or giving Region 4 ESC reason 

to believe that contractor will not or cannot perform the requirements of the contract; and/or 
vi. Performing work or providing services under the contract prior to receiving an authorized 

purchase order from Region 4 ESC or participating member prior to such work 
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Upon receipt of a written deficiency notice, contractor shall have ten (10) days to provide a satisfactory 
response to Region 4 ESC. Failure to adequately address all issues of concern may result in contract 
cancellation.  Upon cancellation under this paragraph, all goods, materials, work, documents, data and 
reports prepared by contractor under the contract shall become the property of the Member on demand. 

 
5.2 Termination for Cause: If, for any reason, the Vendor fails to fulfill its obligation in a timely manner, 

or if the vendor violates any of the covenants, agreements, or stipulations of this contract Region 4 
ESC reserves the right to terminate the contract immediately and pursue all other applicable remedies 
afforded by law. Such termination shall be effective by delivery of notice, to the vendor, specifying the 
effective date of termination. In such event, all documents, data, studies, surveys, drawings, maps, 
models and reports prepared by vendor for this solicitation may become the property of the participating 
agency or entity. If such event does occur then vendor will be entitled to receive just and equitable 
compensation for the satisfactory work completed on such documents. 

 

5.3 Delivery/Service Failures: Failure to deliver goods or services within the time specified, or within a 
reasonable time period as interpreted by the purchasing agent or failure to make replacements or 
corrections of rejected articles/services when so requested shall constitute grounds for the contract to 
be terminated. In the event that the participating agency or entity must purchase in an open market, 
contractor agrees to reimburse the participating agency or entity, within a reasonable time period, for 
all expenses incurred.  

 

5.4 Force Majeure: If by reason of Force Majeure, either party hereto shall be rendered unable wholly or in 
part to carry out its obligations under this Agreement then such party shall give notice and full particulars 
of Force Majeure in writing to the other party within a reasonable time after occurrence of the event or 
cause relied upon, and the obligation of the party giving such notice, so far as it is affected by such 
Force Majeure, shall be suspended during the continuance of the inability then claimed, except as 
hereinafter provided, but for no longer period, and such party shall endeavor to remove or overcome 
such inability with all reasonable dispatch.  

The term Force Majeure as employed herein, shall mean acts of God, strikes, lockouts, or other industrial 
disturbances, act of public enemy, orders of any kind of government of the United States or the State of 
Texas or any civil or military authority; insurrections; riots; epidemics; landslides; lighting; earthquake; 
fires; hurricanes; storms; floods; washouts; droughts; arrests; restraint of government and people; civil 
disturbances; explosions, breakage or accidents to machinery, pipelines or canals, or other causes not 
reasonably within the control of the party claiming such inability. It is understood and agreed that the 
settlement of strikes and lockouts shall be entirely within the discretion of the party having the difficulty, 
and that the above requirement that any Force Majeure shall be remedied with all reasonable dispatch 
shall not require the settlement of strikes and lockouts by acceding to the demands of the opposing 
party or parties when such settlement is unfavorable in the judgment of the party having the difficulty. 

 

5.5 Standard Cancellation: Region 4 ESC may cancel this contract in whole or in part by providing written 
notice. The cancellation will take effect 30 business days after the other party receives the notice of 
cancellation. After the 30th business day all work will cease following completion of final purchase 
order. Vendor may be requested to provide additional items not already on contract at any time. 

 
 

                                                    ARTICLE 6- LICENSES 
 

6.1 Duty to keep current license: Vendor shall maintain in current status all federal, state and local 
licenses, bonds and permits required for the operation of the business conducted by vendor.  Vendor 
shall remain fully informed of and in compliance with all ordinances and regulations pertaining to the 
lawful provision of services under the contract. Region 4 ESC reserves the right to stop work and/or 
cancel the contract of any vendor whose license(s) expire, lapse, are suspended or terminated. 
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6.2 Survival Clause: All applicable software license agreements, warranties or service agreements that 
were entered into between Vendor and Customer under the terms and conditions of the Contract shall 
survive the expiration or termination of the Contract.  All Purchase Orders issued and accepted by 
Order Fulfiller shall survive expiration or termination of the Contract. 

 
 

ARTICLE 7- DELIVERY PROVISIONS 
 

7.1 Delivery: Vendor shall deliver said materials purchased on this contract to the Member issuing a 
Purchase Order. Conforming product shall be shipped within 7 days of receipt of Purchase Order. If 
delivery is not or cannot be made within this time period the vendor must receive authorization from 
the purchasing agency for the delayed delivery. At this point the participating entity may cancel the 
order if estimated shipping time is not acceptable. 

 

7.2 Inspection & Acceptance: If defective or incorrect material is delivered, purchasing agency may 
make the determination to return the material to the vendor at no cost to the purchasing agency. The 
vendor agrees to pay all shipping costs for the return shipment. Vendor shall be responsible for 
arranging the return of the defective or incorrect material. 
 

 
ARTICLE 8- BILLING AND REPORTING 

 

8.1 Payments: The entity using the contract will make payments directly to the awarded vendor. 
Payment shall be made after satisfactory performance, in accordance with all provisions thereof, and 
upon receipt of a properly completed invoice. 

8.2 Invoices: The awarded vendor shall submit invoices to the participating entity clearly stating “Per 
TCPN Contract”.  The shipment tracking number or pertinent information for verification shall be made 
available upon request. 

 

8.3 Tax Exempt Status: Since this is a national contract, knowing the tax laws in each state is the sole 
responsibility of the vendor. 

 

8.4 Reporting: The awarded vendor shall provide TCPN with an electronic accounting report, in a format 
prescribed by TCPN, on a monthly basis summarizing all contract Sales for the applicable month.   

Reports of Contract Sales for Region 4 ESC and member agencies in each calendar month shall be 
provided by awarded vendor to TCPN by the 10th day of the following month.  If there are no sales to 
report, Vendor is still required to communicate that information via email. 

 

Failure to provide a monthly report of the administrative fees within the time and manner specified 
herein shall constitute a material breach of this contract and if not cured within thirty (30) days of written 
to Supplier shall be deemed a cause for termination of the contract at Region4 ESC’s sole discretion. 

 

 

ARTICLE 9- PRICING 

 

9.1 Best price guarantee: The awarded vendor agrees to provide pricing to Region 4 ESC and its 
participating entities that are the lowest pricing available and the pricing shall remain so throughout the 
duration of the contract. Pricing offered to Federal government buying consortiums for goods and 
services is exempt from this requirement. The awarded vendor, however, agrees to lower the cost of 
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any product purchased through TCPN following a reduction in the manufacturer or publisher's direct 
cost.    

9.2 Price increase: Should it become necessary or proper during the term of this contract to make any 
change in design or any alterations that will increase expense Region 4 ESC must be notified 
immediately. Price increases must be approved by Region 4 ESC and no payment for additional 
materials or services, beyond the amount stipulated in the contract, shall be paid without prior approval. 
All price increases must be supported by manufacture documentation, or a formal cost justification 
letter. 

Awarded vendor must honor previous prices for thirty (30) days after approval and written notification 
from Region 4 ESC if requested.  

It is the awarded vendor’s responsibility to keep all pricing up to date and on file with Region 4 ESC. 
All price changes must be provided to Region 4 ESC, using the same format as was accepted in the 
original contract. 

9.3 Additional Charges: All deliveries shall be freight prepaid, F.O.B. destination and shall be included in 
all pricing offered unless otherwise clearly stated in writing. 

9.4 Price reduction and adjustment: Price reduction may be offered at any time during contract and shall 
become effective upon notice of acceptance from Region 4 ESC. Special, time-limited reductions are 
permissible under the following conditions: 1) reduction is available to all Members equally; 2) reduction 
is for a specific time period, normally not less than thirty (30) days; 3) original price is not exceeded 
after the time-limit; and 4) Region 4 ESC has approved the new prices prior to any offer of the prices 
to a Member. Vendor shall offer Region 4 ESC any published price reduction during the contract period. 

9.5 Prevailing Wage: It shall be the responsibility of the Vendor to comply, when applicable, with the 
prevailing wage legislation in effect in the jurisdiction of the purchaser (Region 4 ESC or its Members).  
It shall further be the responsibility of the Vendor to monitor the prevailing wage rates as established 
by the appropriate department of labor for any increase in rates during the term of this contract and 
adjust wage rates accordingly. 

9.6 Administrative Fees: All pricing submitted to Region 4 ESC shall include the administrative fee to be 
remitted to TCPN by the awarded vendor.   

The awarded vendor agrees to pay administrative fees monthly to TCPN in the amount of 3% of the 
total purchase amount paid to awarded vendor, less refunds, credits on returns, rebates and discounts, 
for the sale of products and/or services to Region 4 ESC and member agencies pursuant to the contract 
(as amended from time to time and including any renewal thereof) ("Contract Sales").   
 
Administrative fee payments are to accompany the contract monthly sales report by the 10th day of the 
following month, in the amount indicated on the report as being due.  Administrative fee payments are 
to be paid by the awarded vendor via Automated Clearing House to a TCPN designated financial 
institution. 
 
Failure to provide a monthly payment of the administrative fees within the time and manner specified 
herein shall constitute a material breach of the contract and if not cured within thirty (30) day of written 
notice to awarded vendor shall be deemed a cause for termination of the contract, at Region 4 ESC’s 
sole discretion. 
 

All administrative fees not paid when due shall bear interest at a rate equal to the lesser of 1 ½% per 
month or the maximum rate permitted by law until paid in full. 

 

 
ARTICLE 10- PRICING AUDIT 

 
10.1 Audit rights: Vendor shall, at Vendor’s sole expense, maintain appropriate due diligence of all 

purchases made by Region 4 ESC and any entity that utilizes this Agreement. TCPN and Region 4 
ESC each reserve the right to audit the accounting for a period of three (3) years from the time such 
purchases are made. This audit right shall survive termination of this Agreement for a period of one (1) 
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year from the effective date of termination. In the State of New Jersey, this audit right shall survive 
termination of this Agreement for a period of five (5) years from the date of final payment. Such records 
shall be made available to the New Jersey Office of the State Comptroller upon request. Region 4 ESC 
shall have the authority to conduct random audits of Vendor’s pricing that is offered to eligible entities 
at Region 4 ESC's sole cost and expense. Notwithstanding the foregoing, in the event that Region 4 
ESC is made aware of any pricing being offered to eligible agencies that is materially inconsistent with 
the pricing under this agreement, Region 4 ESC shall have the ability to conduct an extensive audit of 
Vendor’s pricing at Vendor’s sole cost and expense. Region 4 ESC may conduct the audit internally or 
may engage a third-party auditing firm. In the event of an audit, the requested materials shall be 
provided in the format and at the location designated by Region 4 ESC or TCPN. 

 
 

ARTICLE 11- OFFEROR PRODUCT LINE REQUIREMENTS 

 
11.1 Current products: Proposals shall be for materials and equipment in current production and marketed 

to the general public and education/government agencies at the time the proposal is submitted. 
 
 

11.2 Discontinued products:  If a product or model is discontinued by the manufacturer, vendor may 
substitute a new product or model if the replacement product meets or exceeds the specifications and 
performance of the discontinued model and if the discount is the same or greater than the discontinued 
model. 
 
 

11.3 New products/Services: New products and/or services that meet the scope of work may be added to 
the contract.  Pricing shall be equivalent to the percentage discount for other products. Vendor may 
replace or add product lines to an existing contract if the line is replacing or supplementing products 
on contract, is equal or superior to the original products offered, is discounted in a similar or to a greater 
degree, and if the products meet the requirements of the solicitation. No products and/or services may 
be added to avoid competitive procurement requirements. Region 4 ESC may require additions to be 
submitted with documentation from Members demonstrating an interest in, or a potential requirement 
for, the new product or service. Region 4 ESC may reject any additions without cause. 
 

11.4 Options: Optional equipment for products under contract may be added to the contract at the time they 
become available under the following conditions: 1) the option is priced at a discount similar to other 
options; 2) the option is an enhancement to the unit that improves performance or reliability. 
 

11.5 Product line: Offerors with a published catalog may submit the entire catalog.  Region 4 ESC reserves 
the right to select products within the catalog for award without having to award all contents. Region 4 
ESC may reject any addition of equipment options without cause. 
 

11.6 Warranty conditions: All supplies, equipment and services shall include manufacturer's minimum 
standard warranty and one (1) year labor warranty unless otherwise agreed to in writing. 

 
11.7 Buy American requirement: (for New Jersey and all other applicable States) Vendors may only use 

unmanufactured construction material mined or produced in the United States, as required by the Buy 
American Act. Where trade agreements apply, to the extent permitted by applicable law, then 
unmanufactured construction material mined or produced in a designated country may also be used. 
Vendors are required to check state specific requirements to ensure compliance with this requirement. 

 
ARTICLE 12- SITE REQUIREMENTS 

 
12.1 Cleanup: Vendor shall clean up and remove all debris and rubbish resulting from their work as required 

or directed by Member. Upon completion of the work, the premises shall be left in good repair and an 
orderly, neat, clean and unobstructed condition. 
 

 

12.2 Preparation: Vendor shall not begin a project for which Member has not prepared the site, unless 
vendor does the preparation work at no cost, or until Member includes the cost of site preparation in a 
purchase order.  Site preparation includes, but is not limited to: moving furniture, installing wiring for 
networks or power, and similar pre-installation requirements. 
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12.3 Registered sex offender restrictions:  For work to be performed at schools, vendor agrees that no 
employee or employee of a subcontractor who has been adjudicated to be a registered sex offender 
will perform work at any time when students are or are reasonably expected to be present. Vendor 
agrees that a violation of this condition shall be considered a material breach and may result in the 
cancellation of the purchase order at the Member’s discretion. Vendor must identify any additional 
costs associated with compliance of this term. If no costs are specified, compliance with this term will 
be provided at no additional charge. 

 

12.4 Safety measures: Vendor shall take all reasonable precautions for the safety of employees on the 
worksite, and shall erect and properly maintain all necessary safeguards for protection of workers and 
the public. Vendor shall post warning signs against all hazards created by its operation and work in 
progress. Proper precautions shall be taken pursuant to state law and standard practices to protect 
workers, general public and existing structures from injury or damage. 

 

12.5 Smoking: Persons working under the contract shall adhere to local smoking policies.  Smoking will 
only be permitted in posted areas or off premises. 

 

12.6 Stored materials: Upon prior written agreement between the vendor and Member, payment may be 
made for materials not incorporated in the work but delivered and suitably stored at the site or some 
other location, for installation at a later date. An inventory of the stored materials must be provided to 
Member prior to payment. Such materials must be stored and protected in a secure location, and be 
insured for their full value by the vendor against loss and damage. Vendor agrees to provide proof of 
coverage and/or addition of Member as an additional insured upon Member’s request. Additionally, if 
stored offsite, the materials must also be clearly identified as property of buying Member and be 
separated from other materials. Member must be allowed reasonable opportunity to inspect and take 
inventory of stored materials, on or offsite, as necessary. 

 

Until final acceptance by the Member, it shall be the Vendor's responsibility to protect all materials and 
equipment. The Vendor warrants and guarantees that title for all work, materials and equipment shall 
pass to the Member upon final acceptance. 

 
ARTICLE 13- MISCELLANEOUS 

 
13.1 Funding Out Clause: Any/all contracts exceeding one (1) year shall include a standard “funding out” 

clause.  A contract for the acquisition, including lease, of real or personal property is a commitment of 
the entity’s current revenue only, provided the contract contains either or both of the following 
provisions:   
 
“Retains to the entity the continuing right to terminate the contract at the expiration of each budget 
period during the term of the contract and is conditioned on best effort attempt by the entity to obtain 
appropriate funds for payment of the contract.” 

 
13.2 Disclosures: Offeror affirms that he/she has not given, offered to give, nor intends to give at any time 

hereafter any economic opportunity, future employment, gift, loan, gratuity, special discount, trip, favor 
or service to a public servant in connection with this contract. 
 
Include a complete description of any and all relationships that might be considered a conflict of interest 
in doing business with participants in TCPN. 
 
The Offeror affirms that, to the best of his/her knowledge, the offer has been arrived at independently, 
and is submitted without collusion with anyone to obtain information or gain any favoritism that would 
in any way limit competition or give an unfair advantage over other vendors in the award of this contract. 

 
13.3 Indemnity: The awarded vendor shall protect, indemnify, and hold harmless both Region 4 ESC and 

TCPN and its participants, administrators, employees and agents against all claims, damages, losses 
and expenses arising out of or resulting from the actions of the vendor, vendor employees or vendor 
subcontractors in the preparation of the solicitation and the later execution of the contract, including 
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any supplemental agreements with members.  Any litigation involving either Region 4 ESC or TCPN, 
its administrators and employees and agents will be in Harris County, Texas. Any litigation involving 
TCPN members shall be in the jurisdiction of the participating agency. 
 

13.4 Franchise Tax: The Offeror hereby certifies that he/she is not currently delinquent in the payment of 
any franchise taxes. 

 
13.5 Marketing: Awarded vendor agrees to allow Region 4 ESC/TCPN to use their name and logo within 

website, marketing materials and advertisement. Any use of TCPN name and logo or any form of 
publicity, inclusive of press releases, regarding this contract by awarded vendor must have prior 
approval from TCPN. 
 

13.6 Certificates of Insurance: Certificates of insurance shall be delivered to the Region 4 ESC participant 
prior to commencement of work. The insurance company shall be licensed in the applicable state in 
which work is being conducted. The awarded vendor shall give the participating entity a minimum of 
ten (10) days’ notice prior to any modifications or cancellation of policies. The awarded vendor shall 
require all subcontractors performing any work to maintain coverage as specified. 
 

13.7 Legal Obligations: It is the Offeror’s responsibility to be aware of and comply with all local, state, and 
federal laws governing the sale of products/services identified in this RFP and any awarded contract 
and shall comply with all while fulfilling the RFP. Applicable laws and regulation must be followed even 
if not specifically identified herein. 
 

13.8 Open Records Policy: Because Region 4 ESC contracts are awarded by a governmental entity, 
responses submitted are subject to release as public information after contracts are executed.  If a 
vendor believes that its response, or parts of its response, may be exempted from disclosure, the 
vendor must specify page-by-page and line-by-line the parts of the response, which it believes, are 
exempt. In addition, the Offeror must specify which exception(s) are applicable and provide detailed 
reasons to substantiate the exception(s).  Offeror must provide this information on the 
“Acknowledgement and Acceptance to Region 4 ESC’s Open Record Policy” form found at the 
beginning of this solicitation. Any information that is unmarked will be considered public information 
and released, if requested under the Public Information Act. 

The determination of whether information is confidential and not subject to disclosure is the duty of the 
Office of Attorney General (OAG). Region 4 ESC must provide the OAG sufficient information to render 
an opinion and therefore, vague and general claims to confidentiality by the Offeror are not 
acceptable. Region 4 ESC must comply with the opinions of the OAG. Region 4 ESC assumes no 
responsibility for asserting legal arguments on behalf of any vendor.  Offeror are advised to consult 
with their legal counsel concerning disclosure issues resulting from this procurement process and to 
take precautions to safeguard trade secrets and other proprietary information.  

 After completion of award, these documents will be available for public inspection. 
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March 1, 2018 February 28, 2021

With  the State of 
Hawaii 
agreement 
commencing on 
October 24, 
2017.
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Please note, Toshiba is offering pricing based on a discount from MSRP for our products (MFD line) and 
has provided fixed price for all other line items of Managed Print Services.

Both are Indefinite Quantity.  

Percentage discounts will apply based on breadth of MPS service and volumes on a case by case basis.
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Toshiba Clarifications to TCPN / Region 4 ESC Solicitation Number 17-14 
for Managed Print Solutions 

 
Toshiba has reviewed TCPN/Region 4 ESC's Request for Proposal ("RFP") and have prepared the 
requested Managed Print Solutions Proposal for your consideration. Although the Proposal is based on 
the requirements included in your RFP, our Proposal does include some responses that are slightly 
different. This Attachment D and our Proposal explain those differences. In addition, we have included a 
copy of Toshiba's standard Master Print Services Agreement that will be used when establishing a 
contract with an individual TCPN Member. The document will be customized based on the TCPN 
Member's specific requirements and State of residency.  
 
Please note that Toshiba agrees to negotiate a solution that is acceptable to both parties if any of the 
below clarifications or the Master Print Services Agreement are inconsistent with Texas law, or are 
otherwise unacceptable to TCPN/Region 4 ESC. Our team is also prepared to discuss our Proposal in 
detail, and adjust our proposed equipment, support services, terms, and/or price offering based on 
TCPN's final requirements. Upon award of this RFP, Toshiba agrees to negotiate a final Vendor Contract 
that incorporates the mutually agreed terms contained in TCPN/Region 4 ESC's RFP, our Proposal, and 
Toshiba's Master Print Services Agreement. 
 

Toshiba provides the following clarifications to the listed Region 4 ESC/TCPN RFP requirements. 
 

APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

2.1 & 2.2 Anticipated Term of 
Agreement 

Administrative fees shall be honored up to the 
date of termination. 

 

1.5 Customer Support Response times shall be set forth in the Master 
Print Services Agreement 

 

3.3 Offeror's Promise Toshiba cannot guarantee the price relationship 
of TCPN's contract price offer compared to 
other Toshiba contract offerings, as the TCPN 
Contract offering has been customized based 
on the estimated equipment quantities, 
impression volumes, agreement term, and 
service/support requirements included in 
TCPN's RFP, including the fixed price 
requirement. Additionally, Toshiba does not 
have the means to compare the various 
contract offerings between our customers. 

 

4.1 & 4.2 Offeror Contract 
Documents & Form 
of Contract 

We have included a copy of Toshiba's standard 
MPS Statement of Work that will be used when 
establishing a contract with an individual TCPN 
Member. 

 

4.4 Assignment Note that Toshiba reserves the right to assign 
leases to funding partners.  Notwithstanding 
assignments of leases, Toshiba shall retain the 
obligations for performance of maintenance 
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APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

and services. 

4.8 Supplemental 
Agreements 

Toshiba offers Managed Print Services and 
many of the products offered in this proposal 
offer greater value to TCPN members when 
combined with MPS.  Attachment 1 to this 
Appendix D is Toshiba’s Managed Print Services 
Statement of Work which may be used in a 
Vendor Contract with members to provide such 
value. 

 

5.1 & 5.2 Cancellation for Non-
Performance or 
Contractor 
Deficiency & Term 
for Cause 

Toshiba agrees that TCPN can terminate the 
Agreement for Toshibas material breach and 
stop placing orders for any additional 
equipment with 30-days prior written notice if 
the purchase volume is determined to be low 
during any 12-month period. However, this 
cancellation provision does not pertain to any 
equipment installed prior to TCPN's termination 
notice. In the event TCPN terminates the 
Agreement, individual TCPN Member 
equipment placements will continue until their 
scheduled expiration date, and continue to be 
governed by, and be subject to, the terms and 
conditions of Agreement between the TCPN 
member and Toshiba. 
Toshiba also acknowledges a TCPN Member's 
right to terminate the Agreement due to 
Toshiba's failure to provide the contracted 
Services, provided the TCPN Member notifies 
Toshiba in writing of the specific performance 
shortfall, and allows Toshiba 60-calendar days, 
or other period as agreed to by the parties in 
writing, to correct the performance failure to 
the contracted specification. 

 

5.3 Delivery/Service 
Failure 

Toshiba equipment deliveries can normally be 
expected within two to three weeks following 
the receipt of a TCPN Member's 
equipment/purchase order, except during times 
of product constraint. Toshiba will inform the 
TCPN Member if a constraint condition exists 
and will provide a revised delivery date. If the 
revised target delivery date is unacceptable, the 
TCPN Member can cancel the order without 
penalty to either party. 
Toshiba agrees that it will be responsible for 
any additional costs incurred by a TCPN 
Member if Toshiba fails to deliver the requested 
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APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

service(s) in a timely manner, providing the 
TCPN Member notifies Toshiba in writing of the 
performance failure and provides Toshiba 60-
days to correct the performance failure. If the 
performance shortfall is not corrected to the 
contracted specification within the agreed upon 
timeframe Toshiba will either issue a check or 
issue a separate credit invoice to offset any 
non-Monthly Minimum Charge. Pending 
correction of the failure, the TCPN Member is 
expected to pay all undisputed amounts, 
including the Monthly Minimum Charge, which 
is not subject to dispute at any time. 

5.4 Force Majeure Toshiba agrees that neither party will be in 
breach of their performance obligations if a 
force majeure event prevents the party from 
fulfilling its obligations. The TCPN Member's 
services payment obligation will be suspended 
with respect to any equipment that is rendered 
inoperable during a force majeure event if 
Toshiba is prevented from providing 
maintenance services. The services payment 
suspension will continue until the end of the 
force majeure event or until Toshiba restores 
the equipment to operating condition. If 
services payment is suspended, the term of the 
Contract will be extended for a period equal to 
TCPN's payment suspension.  Equipment Lease 
payments shall not be suspended. 

 

5.5 Standard 
Cancellation 

Toshiba recognizes a TCPN Member's right to 
terminate the Agreement for its convenience 
due to a change in its business needs. However, 
the Toshiba offer is based on a firm equipment 
installation commitment that cannot be 
terminated without penalty except for fiscal-
year funds non-appropriation or an uncured 
Toshiba default. Cancellation for any other 
reason will result in a liquidated damages.  
Cancellation under this provision shall not apply 
to any orders received by Toshiba prior to the 
expiration date of the Contract.  Individual 
leases for equipment delivered and accepted 
prior to any termination or cancellation, may 
not be cancelled without penalty until 
expiration of the Lease Agreement. 

 

7.1 Delivery See comment at 5.3 above  
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APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

7.2 Inspection & 
Acceptance 

Unless the delivery is preceded by a Trial order, 
the equipment will be deemed accepted on the 
equipments installation date, which is the date 
Toshiba determines the equipment to be 
operating satisfactorily, as demonstrated by the 
successful completion of diagnostic routines, 
and is available for the TCPN Member's use. The 
Installation Date for equipment and software 
designated as "Customer Installable" will be the 
equipment delivery date. Any equipment that 
does not perform to its published specification 
will be repaired or replaced by Toshiba at its 
expense, provided the equipment is covered by 
a Toshiba warranty or maintenance plan. Any 
equipment that needs to be replaced will be 
replaced with an identical model, or at 
Toshiba's option a unit with similar capabilities, 
and comparable usage. 

 

8.4 Reporting Reporting format shall be mutually agreed 
upon.  For equipment previously delivered and 
accepted termination under this provision shall 
not be allowed. 

 

9.1 Best Price Guarantee Toshiba cannot guarantee that any future price 
reduction will automatically pass to TCPN, as 
the TCPN contract offer is not based on 
standard published prices. However, additional 
order time discounts may be available based on 
the size and duration of the order. 

 

9.2 Price Increase Toshiba agrees with this provision providing the 
TCPN is procuring the identical items in the 
same or greater quantities under the same 
terms and conditions. Price reductions resulting 
from this provision shall only apply to orders 
received after the effective date of the price 
reduction. 

 

10.1 Audit Rights Audits shall not be performed more frequently 
than once per year. 

 

11.6 Warranty Conditions Warranty Conditions (applicable to outright 
purchase): 
 Toshiba provides warranty by way of a monthly 
billed maintenance agreement. Maintenance 
agreements commence upon installation of the 
equipment. Toshiba will repair or replace 
defective parts or equipment at Toshiba' 
expense as long as the equipment is being 
maintained by Toshiba under a maintenance 
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APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

agreement. If the maintenance agreement is 
cancelled or it is not renewed Toshiba' 
obligation to repair or replace equipment 
ceases. 
Warranty Conditions (applicable to lease):  
Toshiba provides warranty by way of a monthly 
billed maintenance agreement, which is a 
mandatory part of the monthly lease payment. 
Maintenance agreements commence upon 
installation of the equipment. Toshiba will 
repair or replace defective parts or equipment 
at Toshiba' expense for the duration of the 
lease agreement. 
EXCEPT AS EXPRESSLY PROVIDED IN THIS 
AGREEMENT, TOSHIBA MAKES NO OTHER 
REPRESENTATIONS OR WARRANTIES HEREIN, 
EXPRESS OR IMPLIED, AND SPECIFICALLY 
DISCLAIMS ANY REPRESENTATION OR 
WARRANTY OF MERCHANTABILITY OR ANY 
REPRESENTATION OR WARRANTY ARISING BY 
USAGE AND TRADE, COURSE OF DEALING OR 
COURSE OF PERFORMANCE, TITLE, 
NONINFRINGEMENT OR FITNESS FOR A 
PARTICULAR PURPOSE.  THE SERVICES ARE 
PROVIDED “AS IS”. 

11.7 Buy American 
requirement 

This provision shall not be applicable.  

13.1 Funding out Clause Toshiba acknowledges the TCPN Member's right 
to cancel the Contract or an Order at the end of 
any fiscal year if their governing body does not 
appropriate funds for the Contract's or an 
Order's continuation. In order to terminate 
under this provision, TCPN will be required to 
send Toshiba written notice, within 30-days of 
its governing body's decision, stating that its 
governing body failed to appropriate funds and 
that the governing body was unable to find an 
assignee within its organization to continue the 
Agreement. The notice must certify that the 
canceled equipment is not being replaced by 
equipment performing similar functions during 
the ensuing fiscal year and indicate that the 
decision to cancel the Agreement was not 
initiated by any individual involved in the 
Agreement's management or execution. The 
TCPN Member will be required to return the 
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APPENDIX A VENDOR CONTRACT AND SIGNATURE FORM 

Section / Page 
Term, Condition, or 

Specification 
Clarification / Exception / Deviation Region 4 Accepts 

equipment to Toshiba in good working 
condition, reasonable wear and tear accepted. 
The TCPN Member will then be released from 
its obligation to make any further payments 
beyond the end of the last fiscal year for which 
funds have been appropriated 

13.3 Indemnity Toshiba, to the extent permissible by law, 
submits the following with respect to 
indemnity: 
Toshiba shall defend, indemnify and hold 
harmless TCPN. against damages, claims, or 
legal actions and any loss, liabilities and 
expenses (including, but not limited to 
reasonable attorneys’ fees) arising out of or 
resulting from any material defect or 
nonconformance in the goods or services 
purchased, or from any grossly negligent act or 
willful omission of Toshiba or its employees.  
Toshiba(s) will not be liable to the extent loss, 
liabilities, damages, costs and /or expenses are 
caused by TCPN, its members’ or its employees’ 
actions or omissions. 
IN NO EVENT SHALL VENDOR BE LIABLE FOR 
CONSEQUENTIAL, INDIRECT, INCIDENTAL, 
EXPECTANCY, PUNITIVE, RELIANCE OR SPECIAL 
DAMAGES. VENDOR’S ENTIRE LIABILITY IS 
LIMITED TO PROVEN DIRECT DAMAGES NOT TO 
EXCEED $100,000.00 IN THE AGGREGATE 
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Toshiba Master Services Agreement 
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TAB 2: Appendix E Questionnaire 
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TAB 3: Appendix F Company Profile 

1. Company’s official registered name. 

Toshiba Response:  Toshiba America Business Solutions, Inc. 

 

2. Brief history of your company, including the year it was established. 

Toshiba Response:  Our history began in 1875 when Tanaka Engineering Works became a major supplier 
of telegraphy devices used in long distance communications and quickly earned the reputation for 
innovation in developing technologies. Then in 1939, Tanaka Engineering Works merged with Tokyo 
Electric Company to form Toshiba Corporation, which would later become a leader and pioneer of some 
of the world's most significant technologies.  Toshiba is the brains and brawn behind more than 500 major 
technologies including digital imaging and document management solutions, telegraph machines, MRI 
technology, air traffic control systems, semiconductors, flat panel displays, disk drives, business telephone 
systems, and laptop computers. 

Toshiba America Business Solutions, Inc. (TABS/Toshiba) was incorporated in 1999 as a subsidiary of 
Toshiba America, Inc. and Toshiba TEC Corporation under the Toshiba Corporation umbrella. The 
company was formed to take advantage of the tremendous growth opportunities available in the digital 
and color market. Before 1999, TABS was a division of Toshiba America Information Systems. 

Today, Toshiba MFDs are used around the globe in more than 180 countries, with direct operations in 24 
countries and are continuing to expand our sales and service offerings into other emerging markets such 
as Brazil and Russia. Our products have long been the preferred choice in North America, Europe and 
Japan, and we boast the #1 market share in China for the past eleven years.  In addition, Toshiba’s MDS 
business has experienced 78 percent year-over-year growth, accounting for approximately 12 percent of 
the company’s total revenue. 

 

3. Company’s Dun & Bradstreet (D&B) number. 

Toshiba Response:  08-9951177 

 

4. Corporate office location. 

Toshiba Response:  9740 Irvine Blvd., Irvine, CA 92618 

 

5. List the total number of sales persons employed by your organization within the United States, 
broken down by market. 

Toshiba Response:  Toshiba has a presence in every state in the US, either through our direct channel or 
authorized service providers.  TABS employs over 2,500 employees nationally, about half of which are in 
sales and marketing.  In addition, our authorized service channel expands our reach by 500 entities, each 
having their own marketing and sales force to ensure that all of your members are reached.  We have 
included our locations in the attached office location list. 
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6. List the number and location of offices, or service centers for all states being offered in solicitation. 
Additionally, list the names of key contacts at each location with title, address, phone and e-mail 
address. 

Toshiba Response:   

Toshiba’s organizational structure for TCPN and Region 4 ESC and your member organizations combines 
the strengths and experience of Toshiba, the manufacturer, and our extensive nationwide network of 
authorized service providers. The account will be centrally managed through Toshiba’s corporate location 
at 9740 Irvine Blvd., Irvine, CA.  Mike Straka, Toshiba’s National Business Development Manager - 
Government Contracting, will be the key liaison between Toshiba and TCPN and Region 4 ESC; he will also 
oversee our service providers to ensure that the contract runs smoothly, and that we are meeting or 
exceeding all contract performance standards. Specific issues such as requests for new products; requests 
for relocation of installed products; coordinating emergency service; order status, and maintenance of the 
Global Services Portal also fall under Mike’s domain. He has access to Toshiba’s extensive support 
infrastructure of service, technical support, and supplies.  TCPN and Region 4 ESC Participating Agencies 
will receive local support through our authorized service provider network, along with regional and 
corporate support as appropriate for each location. 

Toshiba has included our locations in the Toshiba Dealer List  at the end of this section. 

 

7. Please provide contact information for the person(s) who will be responsible for the following areas, 
including resumes: 

a. Sales 

b. Sales Support 

c. Marketing 

d. Financial Reporting 

e. Executive Support 

Toshiba Response:   

As we stated previously, TCPN and Region 4 ESC will have a single point of contact through Mike Straka.   

a. Sales - Mike Straka 

b. Sales Support - Toshiba Authorized Servicing Location Channel 

c. Marketing - Michelle LeBrun 

d. Financial Reporting - Walter Holloman 

e. Executive Support - Martin Quinn 

Partnering with Toshiba provides the benefit of a local company with global resources and expertise. With 
a national sales force and a vast network of service providers covering every zip code in the US, Toshiba 
has the personnel and resources to fully support the document imaging requirements of TCPN and Region 
4 ESC and your Participating Agencies. Account sales will be driven both locally and nationally, with strong 
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executive leadership and guidance. Sales efforts will be supported by a complete corporate support 
organization, equipped to manage all account aspects – including initial contract activities, 
implementation, billing and service. To market and manage the TCPN and Region 4 ESC account – from 
initial sales, to implementation and ongoing account management, Toshiba's team in the above five key 
areas, all of which are dedicated to our product line and solutions: 

 An Executive Management Team, led by Martin Quinn, Director of National Accounts - 
Government Sector, will provide executive leadership and support to all TCPN and Region 4 
ESC objectives throughout the contract term. Martin will be fully engaged driving Toshiba’s 
local and national sales efforts to meet the program's objectives. In addition, Martin will 
interface with key TCPN and Region 4 ESC decision makers to validate that Toshiba’s 
performance exceeds program expectations. Martin has access to and authority to draw 
upon our corporate resources in product marketing, operations, accounting, contracting, IT, 
and service, as well as our technical field staff, as needed to support client engagements and 
resolve escalated issues. 

 National Sales: Mike Straka, National Business Development Manager - Government 
Contracting, will be TCPN and Region 4 ESC’s principal contact for sales and service 
operations and will be responsible for day-to-day business operations. Mike is responsible for 
managing key account relationships in the  US and is well versed in Toshiba’s complete 
portfolio of products and solutions. Mike has counterparts across the US who will work 
closely with him in managing PA locations in their respective regions. 

 Local Sales: In addition to the National Sales team, each authorized service provider assigned 
to support TCPN and Region 4 ESC has Account Executives who will assist the sales efforts on 
a local level, ensuring a high level of responsiveness and customer satisfaction. In conjunction 
with the corporate team and local staff of service managers, technicians, dispatch agents, and 
administration, these Account Executives ensure that all matters are handled with the utmost 
urgency. They will be engaged throughout all aspects of the engagement, including 
installation, training, billing, parts/supply availability, service, maintenance, and issue 
resolution. 

 Corporate Support: Corporate resources, consisting of Service, Dispatch, Operations, 
Contract Management, Product Marketing, IT, Billing, Human Resources, and other 
departments, will be engaged as needed to support the account. 

 The Contract Administration team will spearhead the solicitation process, from negotiation 
through contract signing, as well as provide contract administration throughout the 
engagement. 

 The Corporate Implementation Team will engage early in the relationship to drive the 
implementation and ensure a smooth transition to new Toshiba devices. Kathi Pang, 
Implementation Project Manager, will oversee implementation activities. Other personnel 
representing Operations, Supplies, Service, and Dispatch will manage tasks such as receiving 
orders, staging product, installing product, and training end users. 

 A dedicated Customer Support Representative (Account Specialist) will assist with day-to-
day administrative duties, including monitoring inventory and delivery transactions. Multiple 
Account Coordinators will be assigned as needed to properly support TCPN and Region 4 
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ESC and Participating Agencies. 

 Managed Print Services: Toshiba has an expert team of Print Management Analysts ready to employ 
our Six Sigma Encompass methodology and tools to drive Participating Agencies' fleet optimization. 
Our analysts will leverage their experience to assess customer locations, analyze fleet spend, and 
discover opportunities to drive efficiencies and technology enhancements for Participating Agencies. 
This team works very closely with Toshiba’s national and local sales teams to help clients achieve 
greater fleet efficiency and enhanced productivity. 

 

Client Relationship/Account Management Team  

An organization chart of this team is below, followed by brief descriptions of each team member. 

 

ROLES AND RESPONSIBILITIES – ACCOUNT MANAGEMENT TEAM 

The role of this team is to implement and manage the TCPN and Region 4 ESC relationship, and where 
necessary, align or create workflows and processes to support long-term client objectives. Through 
extensive communications, internally and externally, this team networks and establishes a management 
blueprint for TCPN and Region 4 ESC and Participating Agencies.  The Account Management Team tracks 
and measures metrics and generates reports, as well as monitors the day-to-day activities of the tactical 
team members to ensure compliance throughout the contract life cycle.  As necessary, they will escalate 
issues to the Executive Management team. 

 

 

National Account
Management

Martin Quinn
National Sales Director, 
Government Accounts

National Service 
and Support

Toshiba National 
Service Network

Customer
Support

Implementation

Tim Bosek
Director of ESS and 
Managed Accounts 

Customer Service

Account Specialist
(assigned upon award)

Kathi Pang
Implementation Project 

Manager

Implementation/ 
Transition Team

Bids, Contracts and 
Proposals

Christina Fisher
Director, Bids, Proposals 

and Contracts

Linda Raessner
Contracts Manager

Rick Jackson
Contracts Specialist

Larry White
Senior Vice President Sales

Local & National Account Management and Support Corporate Support Team

Toshiba Account Management Team for TCPN Region 4 Managed Print Solutions

Managed Print 
Services

Jason Jarrett
Manager, Solutions Design 

and Implementation

Professional Services 
and Solutions Team

Ken Hiteman
Director,

ESS Client Services

Tim Devitt
Manager,

ESS Client Services

Mike Straka
National Business 

Development Manager, 
Government Contracting

Marketing

Jennifer Dodos
Director of Marketing

Michelle LeBrun
Marketing Manager

Juliet M. Siro
Project Manager, 

Professional Services
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EXECUTIVE MANAGEMENT 

TCPN and Region 4 ESC Champion and Director, FED/SLED & Public Sector 
Martin Quinn 
Phone: (240) 731-9962 
E-Mail: martin.quinn@tabs.toshiba.com 
 

Role and Responsibilities 

As Director, FED/SLED & Public Sector, Martin will participate in the formulation and derivation of a Print 
and Document Management Plan that meets or surpasses this program’s strategic objectives.  He will also 
participate in the Executive Management Team’s periodic reviews of our performance.  During these 
reviews, our overall performance will be benchmarked with the industry and specific critical success 
factors:  (a) reduced TCO, (b) streamlined and coordinated account management processes, and (c) best-
in-class service and quality standards.  From this review, if necessary, TCPN and Region 4 ESC’s Strategic 
Print and Document Plan and associated processes may be refined.  Martin has a field presence. 

Experience 

Martin joined Toshiba in 2003 and has 37years of experience in the imaging industry.  Prior to joining 
Toshiba, he spent 10 years as a National Account Manager at Xerox Corporation and 12 years as a 
Regional Manager at Ricoh Corporation. 

 

NATIONAL ACCOUNT MANAGEMENT 

Mike Straka 
Regional Sales Manager, National Accounts 
National Business Development Manager  
Government & Education Contracts - TCPN and Region 4 ESC, NASPO ValuePoint, formerly WSCA-NASPO 
and GSA -- USMC Veteran 
Cell phone:  502-403-5926 
email: mike.straka@tbs.toshiba.com 
 

Roles and Responsibilities 

Mike's management role will include overseeing the overall TCPN and Region 4 ESC contract and our 
service provider community. He is responsible to ensure that the contract runs smoothly and that all 
commitments relating to the contract are met or exceeded. Mike will provide support for every aspect of 
the implementation process, coordinate national support for TCPN and Region 4 ESC sites throughout the 
US, and facilitate the account review process. Mike has a field presence. 

Experience 

Mike is a goal oriented professional with over 28 years experience in the office imaging industry, including 
9 with Toshiba. His background includes a proven record of accomplishments in government purchasing 
group account management and operation.  Most recently, Mike is the POC for the TCPN and Region 4 
ESC contract as wells as NASPO ValuePoint - formerly WSCA/NASPO, GSA.  He has a demonstrated track 
record of providing cost effective and outstanding Toshiba based solutions through various contracts to 
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both government (federal, state and local entities) as well as education entities. He has consistently 
achieved record sales growth throughout career by excelling as both sales producer and vice president of 
successful sales organizations. His key skills include new business development, sales personnel 
management and development, key account management and directing branch operations. 

 

CORPORATE OVERSIGHT 

Managed Print / Professional Services 

Jason Jarrett, Manager, Solutions Design and Implementation 

Jason leads Toshiba's National professional services team which provides consulting and integration 
services for solutions related to the practice areas of managed print services, security, and document 
capture /workflow. Jason will oversee each region's local authorized service providers with technical 
support expertise and support for the deployment, implementation, and training for the new solutions 
and technologies of participating entities. 

Jason is an experienced solutions manager with over 13 years of experience on a local, regional, national, 
and international level. He is proficient in legacy mainframe print applications, LDAP and AD integration, 
printing protocols, network printing, document management, document search applications, business 
application integration, network scanning, variable data print applications, cost recovery solutions, and 
digital color imaging. 

 

National Corporate Support 

TCPN and Region 4 ESC will receive ongoing support from Toshiba’s National corporate support 
organization. Key individuals who will be directly involved in the account include: 

Christina Fisher, Director, Bids, Proposals and Contracts 

Christina is responsible for managing bid, proposal and contract related activities for direct, retail and 
independent dealer channels. She also is closely involved in establishing the policies of Toshiba’s National 
Account Program. Christina joined Toshiba in 2004. During her career, Christina held senior sales and 
product management positions and has an MBA from Pepperdine University. 

 

Linda Raessner, Contracts Manager 

Linda will spearhead the solicitation process, from negotiation through contract signing.  Linda and her 
staff will also provide contract administration. Linda joined Toshiba in 1993. During her time at Toshiba, 
she has been responsible for managing all aspects of customer procurement, from offer submittal to 
contract implementation. She has extensive knowledge of Toshiba’s programs, policies, and procedures. 

 

Kathi Pang, Implementation Project Manager 
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Kathi has experience managing the successful implementation and roll-out of Toshiba's major accounts. 
She is responsible for the planning, implementation, and support of national and international customers 
and managed print services accounts. 

 

Tim Bosek, Director of ESS and Managed Accounts Customer Service  

Tim has extensive experience in customer service, management, and training. He held increasingly 
responsible positions at Toshiba as Regional Account Specialist (RAS), Operations Supervisor, and 
Customer Service Manager. 

 

Tim Devitt, ESS Client Services Manager 

Tim manages all aspects of National Account Service. He and his staff will ensure that all SLAs for the 
University are met or exceeded, monitor system performance, and address any issues that may affect the 
delivery of service. Tim has over 30 years of experience in the document industry. He is a certified network 
administrator. 

 

8. Define your standard terms of payment. 

Toshiba Response:   

Toshiba's standard payment terms are Net 30 days. 

 

9. Who is your competition in the marketplace? 

Toshiba Response:   

Toshiba is an industry leader in the MPS space, having pioneered this service in 2003. Our top three 
competitors in the MFP space include: 

 Xerox 

 Ricoh 

 Canon 

Gartner analysts evaluate managed print services providers (MPS) providers on company strategy, global 
reach, partnerships, alliances, technology R&D and other variables that enable their performance to be 
competitive, efficient and effective, and to positively affect revenue, retention and reputation. 

Toshiba was recognized by the prestigious Gartner, Inc. (IT) as gaining contending industry momentum in 
managed print services. In its Magic Quadrant published in October 2011, Gartner noted Toshiba’s 
strengths in the following areas of managed print: 

Customers that we speak to in North America have expressed much increased interest and receptiveness 
to Toshiba in recent years, and it is winning competitive bids. 
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Those who use Toshiba's MPS praise it for delivering on such fundamentals as tracking and reporting, and 
help desk support, and note its willingness to make sure users are well-trained, something competitors 
often ignore. 

Toshiba's MPS is thorough and systematical needs assessment methodology is also scalable, which allows 
it to provide a solid needs assessment even to small and midsize customers 

 

10. Overall annual sales for last three (3) years; 2014, 2015, 2016. 

Toshiba Response:   

TABS is a subsidiary of Toshiba America, Inc. and Toshiba TEC Corporation (TTEC) under the Toshiba 
Corporation umbrella. Annual sales for TTEC over the past three years are: 

2016 = $4,728,595,000.00 

2015:  $4,365,292,000.00 

2014 = $4,847,173,000.00 

TTEC's annual reports are located at the following link:  
http://www.toshibatec.com/company/ir/material/#report 

Note, Fiscal year end is in March of each year for the prior calendar year.  So 2016 annual report reflects 
Fiscal Year 2015. 

 

11. Overall public sector sales, excluding Federal Government, for last three (3) years; 2014, 2015, 2016. 

Toshiba Response:   

Toshiba does not track sales by sector; however our best estimate of public sales for the past three years 
are: 

2016 = 18% 

2015:  17% 

2014 = 16% 

 

12. What is your strategy to increase market share? 

Toshiba Response:   

The client is at the center of everything we do at Toshiba and the philosophy that we apply to our 
products and services is based on the company’s mission statement, which is to “Always exceed our 
clients’ expectations by providing leading-edge imaging and information workflow products and services, 
while meeting our commitments to our shareholders, employees and community.” As a valued partner, 
BDO will receive award winning multi-function devices; local, responsive service; knowledgeable technical 
support; and an account management team dedicated to serving your company's needs throughout the 
life of this contract. 
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As an industry leader in the MPS space, having pioneered this service in 2003, Toshiba's programs are 
consistently praised by analysts in the marketplace.  Our strategic partnerships with HP and Lexmark, 
enable us to directly provide service and supplies for HP and Lexmark printer products to our clients.  
Through our innovative PageSmart programs, we can also support over 900 different models of printers 
for our clients.   

Our core services include expert-led Managed Document Services (MDS) that support organizations to 
take control of document security, workflow and print environments.  Our MDS business has experienced 
78 percent year-over-year growth, accounting for approximately 12 percent of the company’s total 
revenue.  We are an industry leading business printing solutions innovator.  With the award-winning 
EncompassTM managed print services (MPS) program, e-STUDIOTM line of multifunction printers (MFPs), 
toner products and retail information/thermal printing systems, TABS is leading the way for businesses to 
print smarter, work safer and conserve resources. 

Toshiba - Your Information Technology Partner 

As part of our strategy to improve market share, Toshiba works with our clients to review their entire 
communication strategy which encompasses all areas of managed print services, security, environment, 
assessment, asset management, workflow solutions and fleet optimization as it pertains to the document 
life cycle.  We have expanded our core offerings to include innovative visual and digital signage solutions 
that truly enable exceptional value and turnkey end-to-end solutions to deliver information throughout an 
organization.  Part of this strategy includes key alliances with leading software innovators such as 
Microsoft, Adobe, EFI, Prism, Drivve, Fasoo.com, PaperCut, DocuWare, Ringdale, and others who enhance 
the capabilities of our MFDs by combining document imaging, scanning, search and retrieval, variable data 
printing, reporting, security, cost recovery and document management into a single device.  

Toshiba's success with this strategy is evident in the result of our year over year growth, as well as 
consistent recognition as a valued vendor partner for our clients, allowing them to develop strong, yet 
flexible programs that blend innovative solutions, quality products, expedient service and strong account 
management.   

 

13. What differentiates your company from competitors? 

Toshiba Response:   

Solving business communication challenges using our unique approach and methodology is a key 
differentiator of Toshiba, and what distinguishes us as a global market leader.  Our focus is on being a 
valued partner to our clients, offering a breadth of business communications solutions, leading technology 
software solutions with professional services, innovative SecureMFP solutions, and collaboration with our 
clients to deliver integrated total communication technologies sets Toshiba apart as a world class services 
provider. 

 Valued Client Relationships: Toshiba considers our client relationships and partnerships our 
most valued asset within our service offerings.  We strive to consistently exceed customer 
expectations and work hand-in-hand with them to resolve any issues – service, technical or 
otherwise – timely and to a mutually beneficial resolution. We approach each account with 
the goal of delivering exactly what the customer requires and expects. We do this by first 
gaining a clear understanding of our customer’s challenges and then developing meaningful 
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solutions that address their unique requirements. We offer a strategic partnership like no 
other, this by combining our consultative approach with leading edge technologies. Unique to 
Toshiba is our ability to address client needs relating to output management (Managed Print 
Services and print reduction strategies), capture and workflow (helping companies tackle 
challenges associated with moving from paper based communications to electronic ones) 
and finding digital destinations for their content (digital display signage).Toshiba offers local, 
national and global account management services. Our business processes are based on 
speed and quality of resolution for the client. Transparent online reporting and detailed 
information sharing enables us to provide the client a better and efficient experience with 
Toshiba. The account management team will adjust deliverables based on TCPN and Region 4 
ESC’s expectations. Beyond asset management, Toshiba can provide benchmarking savings 
analysis to ensure the client is achieving the objectives we described and greed to in our 
contract, as well as provides us a framework for continuous improvement. Our goal is to 
maintain client relationships as long as possible, therefore ensuring a consistent and 
incremental customer revenue recognition. 

 Focused on Business Communications Solutions – A key differentiator is our ability to adapt 
to our clients’ operating requirements and provide a sound improvement strategy that 
considers budgetary, cultural, best practices, technology and security requirements, and a 
host of other factors.  We offer a breadth of solutions within our business services portfolio, 
including  Output Management (MPS, Print reduction, fleet optimization, legacy print 
support, technical refresh and mobile printing); Capture and workflow (Electronic Document 
Management, workflow Intelligent Capture, e-forms, document and device security); and 
Digital Signage (indoor/outdoor, touch screens/kiosks, conference rooms, content 
management, design/implementation, service/support). 

 Print Output Strategies customized to fit your business – Toshiba provides our clients with 
the best solutions by identifying specific applications and then matching software capabilities 
to those applications or workflow process and subsequently transferring the task to the MFD 
to improve your overall efficiency and productivity. We have alliances with leading software 
innovators such as Microsoft, Adobe, EFI, Prism, Drivve, Fasoo.com, PaperCut, DocuWare, 
Ringdale, and others who enhance the capabilities of our MFDs by combining document 
imaging, scanning, search and retrieval, variable data printing, reporting, security, cost 
recovery and document management into a single device. Toshiba’s Solutions Design and 
Implementation team are available to scope your project and recommend the best 
integration solution for your needs. These individuals have extensive industry expertise and, 
in partnership with key hardware and software providers, can help assess and identify areas 
for document management and workflow improvements, and provide recommendations to 
expand the utility of the MFDs and printers and help you to capture, manage, deliver, and 
secure your documents more efficiently 

 SecureMFP – Security is a big focus for Toshiba and our clients, as digital leakage becomes an 
ever increasing issue. We take a multi-tiered "defense in depth" approach to secure printing, 
graduating from the device to the enterprise. Natively, our devices incorporate technologies 
such as: department codes, private print, secure PDF, strong passwords, network 
authentication with RBAC, usage limitations, job log and email authentication.  SmartCard 
Authentication is available as well. To ensure that the highest levels of network protection 
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and secure communication are upheld, Toshiba MFPs employ a wide range of measures to 
combat potential security threats to the network, including IP/MAC Address Filtering, Secure 
Sockets Layer (SSL), SMB Signing and IPv6. Most importantly, Toshiba MFPs offer the world’s 
first Self-Encrypting Drives (SED) equipped with Toshiba’s proprietary Wipe Technology and 
suite of security functions that bring unsurpassed level of data protection to IT hardware.  
This HDD AES encryption and data overwrite function offers the benefit of IEEE 2600 security 
mode compliance – the highest security level of its kind.  This technology allows users to 
determine a range of security settings, including invalidation of encryption keys and data 
invalidation when a drive is removed from its housing or connected to an unauthorized host 
system.  We take a multi-tiered “defense in depth” approach to secure printing, graduating 
from the device to the enterprise. This multi-layered approach of Toshiba’s security solutions, 
which we brand as SecureMFP, focuses on four categories of security: Device, Document, 
Access, and End-of-Life. 

 Breadth of Integrated Communication Technologies – As a global technology company, one 
of the significant benefits Toshiba can bring to its clients is a significant depth of services. 
Organizations today are looking to integrate solutions beyond print. Many are looking at 
volume-reduction strategies, or seeking to transition printed output into a more digital 
format for display communications like digital signage. Coupled with eco solutions and paper-
reduction strategies, these types of solutions may be bundled with current managed print 
solutions providing a seamless integration that has significant environmental and financial 
benefits.  We collaborate continuously with our clients to discover new and improved ways 
to integrate our technologies and deliver a deep pool of quality solutions. This collaboration 
results in integrated holistic technology solutions for every stage of the information lifecycle: 

o Information Creation through products such as desktops, PCs, MFPs, kiosks, POS 
terminals, interactive digital signage, scanners, etc., as well as through content 
creation services. 

o Information Capture and Management in storage devices or cloud solutions. 

o Information Security Solutions to protect your sensitive and confidential information 
from falling into the wrong hands. 

o Information Eco-Solutions to help reduce your carbon footprint, operate more 
efficiently, manage user behavior and reduce energy costs. 

o Information Delivery through print, soft copy distribution and visual displays. 

For example, through our digital signage offerings, we now deliver solutions that integrate 
visual, digital and print communication. Through our persistence to review current solutions 
for improvements as well as discovering new ways of extending technology platforms, our 
clients have the ability to increase their buying power, gain control of spend and obtain 
comprehensive security, environmental and user-efficiency solutions. 
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Additional Differentiators: 

Elevate Customized User Interface 

Toshiba's new embedded user interface, ELEVATE, is designed to simplify the commands users need to 
execute jobs at the Toshiba MFDs. For example, a scan-to-email button can be utilized that automatically 
creates a PDF file from a scan and takes the user to a screen where they can select an e-mail address.  This 
reduces to two steps a process that on previous generations of MFDs may have taken seven or eight 
steps. 

 

With ELEVATE, scheduled for launch this summer, Toshiba has created eight vertical templates designed 
to incorporate processes common to those specific markets.  There are eight industry-specific interfaces - 
government, healthcare, education, logistics, manufacturing finance, retail and houses of worship - for 
industry specific tasks. These templates are starting points and can be completely customized for a user. 

 Some of the user features and benefits include: 

 Simplifies commonly performed tasks  

 Direct Access to Specific Functions  

 One Touch Functions Minimize End User Training  

 Align with Security / Regulatory Compliance Standards  

 Simplified User Editable Functions 

Please see the Elevate Data Sheet at the end of this section for additional information about this exciting 
product. 
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Mofoto Mobile App 

Toshiba MoFoto augmented reality experience application 
transforms personal experiences within a retail setting or sports and 
entertainment venue by combining digital signage and augmented 
reality for a truly captivating experience. 

The MoFoto mobile app layers digital content over a physical 
environment and allows fans to take a virtual photo with their 
favorite sports figure or celebrity while attending an event. A life-
like, digital representation of the athlete or celebrity appears next to 
the fan as if they were physically there. The photo can then be 
shared with friends through social media. 

The Customer Branded MoFoto is completely customizable using 
various asset types such as photos, 3D images, and videos. MoFoto is 
the perfect augmented reality product to increase company branding, enhance a store experience, offer 
incentives or for gaming interaction. 

MoFoto customer features and benefits include: 

 Product Information 

 Increase Company Branding 

 Enhance Fan Engagement 

 Improve Store Experience 

 Offer Incentives 

 Game Interaction 

Each customer branded MoFoto includes a 55" touch screen display, media player, white kiosk enclosure 
with up to 2 color logos, software license, uniquely created customer branded app and up to 5 custom 
triggers using customer supplied still images. 

 

By selecting Toshiba as your trusted provider, TCPN and Region 4 ESC will have the opportunity to connect 
and build on exiting technologies in a seamless and very cost effective way. 

 

14. Describe the capabilities and functionality of your firm’s on-line catalog/ordering website. 

Toshiba Response:   

Online Fleet Management  

An integral component of our program is the Global Services Portal (GSP), a multi-level online resource 
that offers full visibility and access to a user-friendly, self-service website, 24 hours a day. The actual site 
can be custom-branded to your organization, with specific customer content such as assets, locations, 
company contacts, bulletin boards, user training documents and unique e-commerce catalogs. This secure 
web portal is integrated with Toshiba’s back-end systems for service dispatch and supply ordering, 
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allowing us to automate many transactions and serve your account with efficiency and accuracy. The site 
allows authorized users to view, track, and report device usage by model and location; service history and 
statistics; population reports by type, model and location; and request service and supplies. Other useful 
product information such as user reference manuals, contract information, and pricing will be available to 
you as well. 

 

 

15. Describe your company’s Customer Service Department (hours of operation, number of service 
centers, etc.). 

Toshiba Response:   

Break/fix service and maintenance is available Monday through Friday, 8:00 a.m. to 5:00 p.m. local time, 
excluding observed holidays. Toshiba’s National Dispatch Center is available at no charge to receive 
service and supply requests from 5:00 a.m. to 5:00 p.m. Pacific Time, Monday through Friday. Participating 
Agencies will be provided with a toll-free telephone number and a secure web portal (email and facsimile 
communication is also available) for use in requesting service and supplies or for general inquiries. 

16. Provide information regarding whether your firm, either presently or in the past, has been involved 
in any litigation, bankruptcy, or reorganization. 

Toshiba Response:   

Toshiba has pending litigation that is not relevant to this RFP, and will not impact our ability to perform 
our obligations under any future agreements. 
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Toshiba America Business Solutions, Inc. is a wholly owned subsidiary of Toshiba America, Inc. and Toshiba 
TEC Corporation under the Toshiba Corporation umbrella.  Any material, financial and business outcomes 
are discussed in our Quarterly and Annual Reports, located at http://www.toshibatec.com/company/ir/. 

 

Marketing / Sales 
 

17. Detail how your organization plans to market this contract within the first ninety (90) days of the 
award date. This should include, but not be limited to: 

a. A co-branded press release within first 30 days 

b. Announcement of award through any applicable social media sites 

c. Direct mail campaigns 

d. Co-branded collateral pieces 

e. Advertisement of contract in regional or national publications 

f. Participation in trade shows 

g. Dedicated TCPN and Region 4 ESC internet web-based homepage with: 

i. TCPN and Region 4 ESC Logo 

ii. Link to TCPN and Region 4 ESC website 

iii. Summary of contract and services offered 

iv. Due Diligence Documents including; copy of solicitation, copy of contract and any 
amendments, marketing materials 

Toshiba Response:   

As depicted in the “Go To Market Strategy And Marketing Related Activities” schedule, Toshiba has a well-
defined strategy to implement this program and roll out our sales and marketing strategy to our 
authorized service providers.  Toshiba has been very successful in managing other cooperative accounts 
and would do the same for Region 4 ESC and TCPN. 

a. A co-branded press release within first 30 days 

Toshiba Response:  Toshiba's marketing department will work with Region 4 ESC and TCPN to develop a 
co-branded press release within the first 30 days of contract signing.   

b. Announcement of award through any applicable social media sites 

Toshiba Response:  Toshiba's marketing department will work with Region 4 and TCPN to release the 
press release through all applicable social media sites. 

c. Direct mail campaigns 

Toshiba Response:  We will work with Region 4 and TCPN to direct market to all participating agencies as 
applicable. 

d. Co-branded collateral pieces 
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Toshiba Response:  Toshiba has experience in co-branding collateral for other GPOs, including the TCPN 
and Region 4 ESC.  We will co-brand collateral for this opportunity as well. 

e. Advertisement of contract in regional or national publications 

Toshiba Response:  We will work with Region 4 and TCPN to advertise to all participating agencies as 
applicable. 

f. Participation in trade shows 

Toshiba Response:  Toshiba is committed to attend and participate in trade shows to support and 
promote this program throughout the term of the contract. 

g. Dedicated TCPN and Region 4 ESC internet web-based homepage with: 

v. TCPN and Region 4 ESC Logo 

vi. Link to TCPN and Region 4 ESC website 

vii. Summary of contract and services offered 

viii. Due Diligence Documents including; copy of solicitation, copy of contract and any 
amendments, marketing materials 

Toshiba Response:  We will work with the TCPN and Region 4 ESC to design and publish a Website specific 
to the goals of this Master Agreement.  We have done this successfully with other purchasing groups. As 
an example, please see our WSCA contract Website at http://us.toshiba.com/wsca 

 

18. Describe how your company will demonstrate the benefits of this contract to eligible entities if 
awarded. 

Toshiba Response:   

As depicted in the “Go To Market Strategy And Marketing Related Activities” schedule below in our 
response to Question 20, Toshiba has a well-defined strategy to implement this program and roll out our 
sales and marketing strategy to our authorized service providers.  Toshiba has been very successful in 
managing other cooperative accounts and would do the same for TCPN and Region 4 ESC. 

 

19. Explain how your company plans to market this agreement to existing government customers. 

We participate in a number of cooperative purchasing organizations such as DuPage County/National 
Intergovernmental Purchasing Alliance (NIPA), Commonwealth of PA (CoStars1), King County Director’s 
Association (KCDA),Massachusetts Higher Education Consortium (MHEC )and Western States Cooperative 
Alliance (WSCA-NASPO).  We actively work with each of our cooperative purchasing partners to ensure 
that our partnership is successful.  

Toshiba and the TCPN and Region 4 ESC will work together to gain business.  We will discuss our 
methodology in detail during implementation.    

 

http://us.toshiba.com/wsca


  
   

Region 4 Education Service Center / The Cooperative Purchasing Network 
Solicitation Number 17-14: Managed Print Solutions | July 18, 2017 Page 111 

 

20. Provide a detailed ninety (90) day plan describing how the contract will be implemented within your 
firm. 

Toshiba Response:   

Toshiba is committed to rolling out the TCPN and Region 4 ESC in a timely and controlled manner 
following contract award.  The following is a sample of our plan to implement; subject to final award:  

GO TO MARKET STRATEGY AND MARKETING RELATED ACTIVITIES 

Timeframe  Action Item Tasks Owner 

Day 1 - 10 

Upon award, meet with TCPN and 
Region 4 ESC to clarify program 
goals and strategies; clearly 
articulating quantitative and 
qualitative objectives and desired 
approach   

 Schedule meeting with appropriate 
team members 

 Finalization of Contract 

 Verify list of Participating Agencies and 
obtain contacts to develop 
communications channel (sales, 
marketing, follow up) 

Director of National Accounts 
National Account Manager 

Director, Bids and Proposals 
Contracts Manager 

Day 1 - 10 

Executive leadership endorsement 
and sponsorship of the award as 
the public sector go-to-market 
strategy 

 Communicate award to all key executive 
management for flow down to national 
sales force 

Director of National Accounts 
– West 

 

Day 7-14 
 

Contract Summary 

 Distribution of contractual obligations 
and operational framework of offer 

 Order, invoicing and payment  

 Maintenance and supplies 

 Insurance  

 Lease and finance arrangements 

Contracts 
Manager/Administrator 

Day 7-45  
Implementation/Operations and 
Dealer Engagement 

 Creation of co-branded press release 
and distribution to trade publications 
and Toshiba Website 

 Development of TCPN and Region 4 ESC 
/ Toshiba Website for information, 
ordering and contract details 

 Customer facing packet that includes 
contact info for procurement to Toll-
free number to order and inquire about 
product, website to learn about 
product, assessments/proposals 
process, ordering instructions 

 Dealer launch packages (order 
instructions) with rules of engagement 
and dealer sign off to participate 

 Provide Link from TCPN and Region 4 
ESC intranet to Toshiba’s Global Services 
Portal 

 Sales & Rebate Reporting 

 Set up Web portal for ordering 

 Develop advertising budget and 
calendar 

Implementation Project 
Manager 

Day 45-90  

Engage Toshiba’s Corporate 
marketing Team to advertise the 
Contract benefits and drive 
awareness 

 Create initial program materials & 
communications  

 Formal Announcement - TCPN and 
Region 4 ESC/Toshiba relationship to all 

Director Marketing/Manager 
of Learning Development and 

Technology 
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Timeframe  Action Item Tasks Owner 
participating state agencies 

 Mandatory E-Le@rnings - On-Line Web 
to ensure NAMs, DSMs, TBS and dealers 
understand the sales cycle processes 
and procedures for TCPN and Region 4 
ESC 

 Intro article for TCPN and Region 4 ESC 
newsletter /website /other 
correspondence 

 Mail/e-mail blast to TCPN and Region 4 
ESC member community, include 
dealers contact info, web portal 

 Sales Blasts (internal/external) 

 Development of Trade Show / 
Conference Calendar.  Identify 
attendees and budget 

 Design advertising for trade publications 

 Toshiba Exchange Extranet   

Day 45-90  Sales/Account Management 

 Assign Sales Staff 

 Dealer Incentives 

 Opportunities tracked via Sales Force 
automation system  

 Monthly Reviews 

 Activity Reports 

 Provide ongoing dealer email 
communication and mailers 

 Host orientation meetings with key 
users 

 Sponsor Open Houses and/or “Lunch 
and Learn” demo sessions 

Director of National Accounts 
– West 

National Account Manager 
 

 

21. Describe how you intend on train your national sales force on the Region 4 ESC agreement. 

Toshiba Response:   

Toshiba has a multi-level service and support structure already in place to administer and manage the 
TCPN and Region 4 ESC account. The cornerstone of this structure is our Strategic Accounts Program, 
which combines our national sales, service, marketing, and technical support expertise with a local touch 
that assures you of easy, uninterrupted access to local service expertise. This structure has been very 
successful on other major managed print services accounts. Our nationwide network of over 350 service 
providers will be actively managed by Mike Straka, Toshiba’s Senior Enterprise Services Consultant and 
your primary point of contact.   

Mike will also lead our sales team both nationally and locally to identify, contact and visit participating 
agencies to meet with them and discuss our program, value adds and determine how best to meet their 
document management needs with a Managed Print Services solution. 
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22. Acknowledge that your organization agrees to provide its company logo(s) to Region 4 ESC and 
agrees to provide permission for reproduction of such logo in marketing communications and 
promotions. 

Toshiba Response:   

Toshiba agrees. 

 

23. Provide the revenue that your organization anticipates each year for the first three (3) years of this 
agreement. 

$ in year one 

$ in year two 

$ in year three 

Toshiba Response:   

As we are new to this contract, we cannot project what revenue would be anticipated in the first three 
years. We do expect to work closely with TCPN and Region 4 ESC to grow the business year over year.  We 
will discuss this further with you upon implementation. 

 

Administration 
 

24. Describe your company’s implementation and success with existing cooperative purchasing 
programs, if any, and provide the cooperative’s name(s), contact person(s) and contact information 
as reference(s). 

Toshiba Response:   

Toshiba participates in select national and regional cooperative purchasing programs which include: 

 DuPage County and National Intergovernmental Purchase Alliance (National IPA) 
· National IPA 

Contact Person:  Christine Dorantes 
Phone Number:  615-431-8182 

· DuPage County  
Contact Person:  John Meneghini 
Phone Number:  630-407-6183 

 Massachusetts Higher Education Consortium (MHEC) 
Contact Person: Joan Miller, MCPPO 
Phone Number: 413-577-3550 

 NASPO ValuePoint Cooperative Purchasing Organization 
Contact Person:  Bart Lemmon 
Phone Number:  625-255-0730 
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 Texas Department of Information Resources 
Contact Person: Linda Hart 
Phone Number: 512-936-1775 

 King County Directors Association 
Contact Person: Shaneel Fox-Lockard 
Phone Number: 425-282-0683 

 

25. Describe the capacity of your company to report monthly sales through this agreement. 

Toshiba Response:   

Toshiba is fully capable of reporting monthly sales through this contract.  We do this for all of our 
purchasing cooperative customers as well as for many government clients who require sales reporting. 

Each awarded agency will be set up in our National Accounts Program and coded as a TCPN / Region 4 ESC 
account.  All orders, service billing and other contract deliverables are linked by this code, allowing for 
easy identification for sales reporting back to the account.  Our Customer Service/Billing Team will ensure 
that this code is used for equipment fulfillment, asset tag management, move and relocations, disposal 
management and equipment and service billing. Our Contract Administration Team then pulls the sales 
information tied to the contract and consolidate this to report total sales and calculate the amount of 
administrative fee owed the customer based on the contract requirement. 

 

26. Describe the capacity of your company to provide management reports, i.e. consolidated billing by 
location, time and attendance reports, etc. for each eligible agency. 

Toshiba Response:   

To monitor our performance and ensure quality service is delivered, your Account Manager will attend 
Quarterly Business Reviews (QBRs) with key stakeholders. This will be a forum to discuss the performance 
of your dedicated Account Management Team, your overall satisfaction with our services and areas where 
we may improve. Your Account Manager will also provide quarterly analysis to optimize your managed 
print environment. The feedback and performance results solicited through these business reviews will be 
communicated to every Toshiba employee serving your account. 

Some of the other topics we intend to cover during these meetings include: 

 Key customer concerns – implementation, machines, relocations, etc. 
 Volumes and usage 
 Asset management and supply assessment 
 Reports 
 On-going training needs 
 Product utilization and efficiency 
 Benchmark customer satisfaction 

 
The following reports illustrate the types of information we generally capture and track for our enterprise 
clients. We prepare these reports and present them to our clients before our client review meetings, 
allowing for more in-depth discussion and understanding during our meetings. We will address any issues 
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proactively, ensuring your fleet is not just up and running, but capable of delivering the business results 
you require. 

 

 

 

 

 

 

 

 

 

27. Please provide any suggested improvements and alternatives for doing business with your company 
that will make this arrangement more cost effective for your company and Participating Public 
Agencies. 

Toshiba Response:   

Toshiba has shifted from a traditional product-centric company to a wider solutions-based provider that 
focuses on the efficient sharing of information. We are in the business that helps people and organizations 
maximize the value of the data and information they own.  We are part of a global manufacturer of 
information and communications equipment, electronic devices and components, medical and industrial 
systems, power systems, consumer and business electronics, household appliances, and more. This has 
opened the door to a number of successful B2B and B2C partnering arrangements. 

Digital Interactive Technology 

Toshiba products extend beyond MFDs and printers. We are rising to the 
needs and wishes of the client by offering eye-catching, innovative, slim 
and robust digital display solutions to attract and entertain consumers 
while enhancing their on-site experience. Wall-mounted or shelf-
mounted, these flexible full-color LCD panels allow businesses to stream 
tailored videos and promotions to capture your audience’s attention, 
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educate and inform customers, and build brands. Digital signage applications offerings include: 

 Wayfinding – Direct clients throughout your office or government building and efficiently 
using informational signage. 

 Interactive and art displays – Create striking, moving images that will catch the attention of 
your target audience. They can be interactive or art or any combination of the two.  

 Kiosks – Reach clients in an interesting, interactive way. Digital kiosks can be informational, 
directional and entertaining in any configuration. 

 Multiple display video wall – Deliver an engaging and dynamic message using multiple 
displays for multiple images or create a single seamless image for the highest level of impact.  

 QSR menu boards – Create cross-selling and up-selling opportunities and impact consumer 
behavior at the point of sale by scheduling specific daypart promotions during peak periods. 
Plus, you can manage your signage from a central location. 

 Corporate conference rooms – Deliver dynamic presentations and collaborate with your 
audience through the use of an interactive display solution.  

Toshiba’s competitive advantage – and a defining differentiator – is our ability to provide a broad range of 
communications and technology applications through a single vendor.  As these solutions are currently 
out of scope on your RFP, we are listing them here for your benefit to better understand how Toshiba can 
become your technology solutions partner. 

Ellumina Digital Signage Services 

Through the use of dynamic, interactive digital signage, financial institutions can better serve customers 
and greatly augment the customer experience. Instead of using a static bulletin board or brochure, 
Agencies can tout its many government services using the latest in digital signage technology from 
Toshiba. 

Take advantage of the captive audience inside your office or in front of your complex, with Toshiba’s 
dynamic line of digital signage solutions. You can deliver impressive messages to all the right people using 
the latest touch-screen digital technology. You can engage with your customers anywhere—in the lobby, 
behind tellers, transactional self-service kiosks or drive-thru displays. You can use digital signage to do 
anything you need, including: 

Promote products and services 

 Wayfinding 

 Display rates and quotes 

 Display events and daily meetings 

 Train employees 

Toshiba brand Ellumina Digital Signage Services are fully managed content and communication solutions 
that deliver your message to a targeted audience at the right place, the right time, for a competitive price. 
This comprehensive program includes indoor outdoor digital displays, video walls, interactive touch 
panels, QSR menu boards and custom-designed interactive experiences – all supported by powerful end-
to-end technology platforms for managing content and best-in-breed product. 
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In addition to our LED display offerings, Ellumina Digital Signage Services consists of two more media 
platforms: Virtuoso and Experience Manager. Each offers a unique experience your customers will not 
soon forget. Do you need to reach hundreds or thousands of people at once? Experience Manager offers 
the media tools and visual delivery system to grab attention and provide the call to action you are looking 
for to increase your sales. Looking for a more intimate interactive experience for a smaller audience? 
Virtuoso offers a dynamic touch screen that is as easy to navigate as a tablet and large enough to deliver a 
presentation to the board of directors. 

Barcode and Thermal Printing 

Toshiba is one of the world’s largest manufacturers of barcode 
solutions backed by an extensive technical support network.  We 
support the entire life cycle of the product, from the design 
concept, manufacture, delivery and recycling. This in-house 
development provides us with the advantage of making sure our 
printers perform to our highest standards of expectation.  Our 
wealth of experience delivers the performance you have come to expect and provides products with 
exceptional user benefits and Toshiba brand reliability. Applications include: 

 Transportation/Logistics - Shipping, route sorting, bin labels  

 Healthcare - wristband, specimen, prescription bottle labels  

 Commercial Service - Event ticket, receipt, inspection label/tag 

 Industrial/Manufacturing- Product, carton, pallet, process tracking labels  

 In-Store and Distribution Centers - Shelf marking, price tag/label, markdown label 

 Additional- Asset label, compliance label, mobile/remote label/tag 

Partnering with Toshiba allows participating agencies to reap the benefits of one of the world's leading 
technology companies that has a long history of first-to-market expertise, innovation, value, financial 
stability, and international reach. This affords you unparalleled access to the latest in information and 
communications equipment, electronic devices and components, consumer and business electronics, 
household appliances, that few, if any of our competitors can offer. 

 

Green Initiatives 
 

We are committed to helping to build a cleaner future! As our business grows, we want to make sure we 
minimize our impact on the Earth's climate. So we are taking every step we can to implement innovative 
and responsible environmental practices throughout Region 4 ESC to reduce our carbon footprint, 
reduce waste, promote energy conservation, ensure efficient computing, and much more. We would 
like vendors to partner with us in this enterprise. To that effort, we ask Offerors to provide their 
companies environmental policy and/or green initiative. 

Toshiba Response:   
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Toshiba Group companies recognize that the basic responsibility of people living today is to hand over the 
precious global environment to the next generation in a sound condition. Out of this recognition and in 
accordance with Toshiba's Environmental Vision, we strive to create affluence and ensure coexistence 
with the earth. We will also contribute to realizing a sustainable society by aiming at achieving a low-
carbon and recycle oriented society that strives to coexist with nature through our environmental 
activities. 

With Greening of Products, Greening of Process and Greening by Technology as important pillars of 
environmental management, the Toshiba Tec Group is actively driving environmental protection, to 
contribute to the reduction of environmental impacts in business. 

The Greening of Process seeks to reduce our environmental impact from the perspective of climate 
change mitigation, the efficient use of resources, and the management of chemicals.  Greening of 
Products assesses our impact through every step of the product lifecycle – from material procurement to 
end-of-life disposal – to ensure the highest level of environmental performance for all of our products.  
Greening by Technology spurs the creation of innovative approaches to technology that provides stable 
sources of power to mitigate the effects of global climate change.  Toshiba has formulated environmental 
action plans and managed specific environmental activities and their targets in accordance with these 
plans. 

We incorporate environmental values and stewardship into all of our activities, from product design and 
manufacturing to end-of-life removal. In the procurement of raw materials and components, reduction of 
environmental impacts is required in terms of resource consumption. In terms of prevention of global 
warming, reduction of environmental impacts is required at the product usage stage. Also, we avoid, to 
the maximum extent practicable, the use of chemical substances that may cause environmental pollution. 
Toshiba enhances the design of Environmentally Conscious Products (ECPs) while taking into account 3R 
(Reduce / Reuse / Recycle) conscious design, energy-saving design, and design for reducing environmental 
impact substances. 

Value Added Service: Consumables Recycling 

For consumables recycling, Toshiba is extending to XX, at no cost, Toshiba's exclusive Zero Waste to 
Landfill recycling program for disposing of your spent consumable supplies such as toner and fax 
cartridges, drum units and waste bottles/toner bags for both Toshiba and other products offered or 
maintained by Toshiba. You would simply place the cartridge in the collection box.  In partnership with 
internationally recognized recycler Close the Loop, we provide everything you need: recyclable collection 
boxes and supplies, freight, transportation, and recycling services for Toshiba supplied toner bottles, laser 
cartridges, drum units, toner bags, and other bulk imaging consumables. Once the box is full, you remove 
the bag from the collection box, tie off and leave in the pre-arranged collection point or return via UPS. 

Value Added Service: Encompass EcoSmart Green Report 

In the managed print services arena, more and more customers are asking us to help them meet their 
corporate green initiatives. This can involve measuring and improving such areas as electricity use, paper 
waste, CO2 generation and solid waste recycling. Toshiba has addressed this with our Encompass 
EcoSmart Green Report, an enhancement to our Encompass Document Analysis program that provides 
customers an accurate measurement of energy consumption, carbon emissions, paper usage and solid 
waste of their print devices. 
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This Green Report is a core initiative of Toshiba’s Managed Print Services Program in helping you save 
money, reduce energy usage and waste, and minimize your environmental footprint. Using information 
acquired during the assessment of your printing environment, we calculate your eco footprint: 
consumption of natural resources, production of waste product, as well as utilization and cost of energy 
required to power your fleet of devices together with the resulting CO2 emissions. The report highlights 
ways to help your company realize significant cost savings and efficiencies by optimizing your print 
environment and in doing so help you meet your green objectives. 

Value Added Service: PrintReleaf Program 

To build upon its commitment to maintain a more sustainable planet, Toshiba has become an authorized 
distribution partner of PrintReleaf Exchange [PRX], the first technology platform offering cloud-based 
paper tracking and reforestation. This partnership allows Toshiba to provide its customers with an 
innovative and authentic way to promote sustainable business practices. 

PRX measures paper consumption through a patented aggregation process that implements automatic 
transmission of device and fleet data collected by print management software on multifunction printers. 
This enables organizations to help neutralize paper waste and participate in sustaining our global forests. 

PrintReleaf is a natural extension for Managed Print Services. Utilizing the feed from the data collection 
agent, PrintReleaf’s cloud technology links paper consumption to automatic reforestation. Whenever 
MFDs print documents, PrintReleaf translates them into new trees. Specifically, for every 8,333 pages 
printed, a new tree is planted. Through this program, organizations can take an active role in neutralizing 
paper waste and sustaining our global forests. 

Customers can manage their consumption and reforestation projects through their own online PrintReleaf 
portal. Paper consumption data is automatically updated within the portal where customers can view 
their forest impact, select their global reforestation projects where they would like to re-leaf, and link their 
PrintReleaf account to social media channels, including Twitter and Facebook, as a means to promote 
their participation in sustainable business practices. Settings are interchangeable on a continual basis. 
Toshiba has a company-wide sustainability management program that incorporates reduction in waste, 
innovative and aggressive energy conservation, reduction in greenhouse gas emissions, protection of the 
environment, recycling, communication, and promotion of clean technologies in all of our business 
practices. 

Value Added Service: Next Generation eco MFD 

Introducing the new e-STUDIO4508LP Hybrid MFP. 
This 45 page-per-minute (ppm) MFP prints 
conventional black toner and provides all the 
features and document finishing found on Toshiba's 
other MFPs, but provides the unique ability to also 
print erasable blue toner allowing paper to be re-
used! 

The e-STUDIO 4508LP features a hybrid design, 
prints at 45 ppm in monochrome or eco mode with 
erasable blue toner and the ability to reuse paper. 
The unit can be configured with any number of 
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options, including finishing, and should be available in June, according to Joe Contreras, TABS Vice 
President of Products and Solutions Marketing. 

Features and benefits include: 

Erasable Blue and Conventional Black Toner  - Print blue for draft copies, emails and any temporary-use 
documents. Black for finished documents and those being distributed.  

Built-in Erasing Capability - Paper to be erased can be placed in drawer and erased with the press of a 
button.  

Supports ST-LD  - Whether printing or erasing, all paper sizes of conventional MFPs are supported.  

Rules-Based Printing - New driver feature allows automatic printing on erasable blue based on application 
(email etc.).  

e-BRIDGE Paper Reuse Report - Application monitors your environmental contribution by reusing paper 
and encourages erasable printing. 

The e-STUDIO RD301 Paper Reusing Device adds value when combined with the e-STUDIO4508LP Hybrid 
MFP. With its two receiving trays and network interface it can scan documents to a remote file location or 
USB thumb drive, then erase and sort reusable paper (that fully erased) from non-reusable paper (i.e. 
paper written on with regular pen etc.) all in a single pass! 

Sustainability Programs 

Toshiba’s Sustainability Programs include the reduction 
of environmental impacts, pollution prevention, 
development of environmentally conscious products 
(ECPs), and the promotion of a Reduce, Reuse, Recycle 
work environment, in compliance with the EPA Energy 
Star Program and international directives such as WEEE 
and RoHS. Toshiba's equipment and toner 
manufacturing facilities hold the internationally 
recognized ISO 14001 EMS certification as part of our 
long-term commitment to environmental 
performance. Our products are designed and 
manufactured to reduce power consumption and help 
clients save on their electricity costs. This is evidenced 
by the number of major international environmental 
labels such as Green Purchasing Law, Japanese Eco 
Mark, Toshiba Group Earth Protection Mark, EPA 
ENERGY STAR, and others. 

To further underscore our commitment to designing and delivering environmentally friendly products, 
most Toshiba e-STUDIO multifunction products have achieved EPEAT (Electronic Product Environmental 
Assessment Tool) certification. The EPEAT system rates products on a lifecycle basis and considers, among 
other things, its absence of toxic substances, its use of recycled and recyclable materials, and its design for 
recycling, product longevity, energy efficiency, corporate performance and packaging. 
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Following the Japanese manufacturing principles of “Monozukuri,” Toshiba strives to create products with 
pride and passion, keeping our customers in mind all the time and everywhere. Our goal is to provide 
timely products and services with reliable quality and functions as well as high user-friendliness, creating 
value with our customer in mind through our superior proprietary technology and in collaboration with 
the world’s best partners. 

In order to ensure that our products are of the finest quality, Toshiba undertakes quality assurance testing 
and simulations to check the quality of our products in all environments and situations. By assessing the 
functionality and reliability of our products at every step from product development to manufacturing and 
final delivery, we maintain the highest product quality. Ensuring product safety through careful 
assessment also is a top priority. 

Long before production begins, sample tests are carried out with MFP prototypes, often under extremely 
stringent conditions. These tests include: 

 Climatic test under extreme conditions 

 Storage test 

 Life test with security factor 

 Health test 

 More than 50 individual tests 

 Step-by-step optimization of materials, parts and procedures 

Thus, quality control begins with the strict regulation of all incoming materials. Moreover, the entire 
production chain is subject to in-process inspections and product spot-checks to avoid the multiplication 
or extension of errors. If errors do occur, the supplier responsible is contacted and the source of the error 
is analyzed and remedied to avoid repetition. 

Each genuine Toshiba item bears a specific lot number which makes the identification and tracking of 
defective items easier. This number enables suppliers to trace the production date, plant, etc., of any of 
the items in question. 

A few examples that highlight the success of our testing and quality control system include: 

 Toshiba OPC drums are coated with the best organic photoconductors available. These 
photoconductors have a spectral sensitivity that is adjusted especially for the particular 
machine concerned. 

 Quality material selection ensures that heat rollers maintain their appropriate tolerance 
throughout their service life. In compliance with emerging European laws, Toshiba's rollers 
have superior quality to meet recycling requirements. 

 Genuine Toshiba toner is manufactured according to highly advanced and complicated 
procedures. More than 100 different parameters must be observed, including uniform 
charging, adherence to the grain size spectrum by the micrometer, special additions against 
dust, excellent flow, insensitivity to high humidity, and high yield. These are only a few of the 
demanding characteristics and requirements of toner manufacture. 

 Toshiba laboratories have done tests that clearly show the performance and quality of 
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Toshiba genuine drums. Generation copy tests are performed so that the true reproducibility 
of the drum could be seen. 

The products within our portfolio not only have to pass many strict tests and inspections during the 
manufacturing process but must also, where appropriate, comply with stringent electrical and electronic 
equipment standards such as the Waste Electrical and Electronic Equipment (WEEE) and Restriction of 
Hazardous Substances (RoHS) Directives as well as environmental standards such as the EPA ENERGY 
STAR, Japan's Eco Mark, Germany’s Blue Angel Mark, China Environmental Label, Canadian EcoLogo 
Symbol, Nordic Swan Label, Taiwan Eco Mark, Korea Eco-Label, ECO-LEAF Label and others. 

Beyond testing to our own production standards, Toshiba products are rigorously tested by leading 
independent test laboratories such as Buyer’s Laboratory Inc. (BLI), Business Equipment Research and Test 
Laboratories (BERTL), Better Buys for Business, and others, and have demonstrated excellent to 
outstanding performance and reliability.  Our e-STUDIO line has been recognized for overall superior 
color, color registration and toner that offers smoother reproduction of photos and halftones with 
excellent color fidelity and quality, receiving “Five Star Exceptional” rating from BERTL; “Editor’s Choice 
Award from Better Buys for Business; “Best” overall ranking from OPA; and “Four-Star Editor’s Choice 
Award from BLI, among others. 

In order to consistently achieve the highest quality, we obligate our suppliers to meet the same strict 
quality standards as we do and therefore contribute to our overall efforts to achieve the highest quality 
and added value for the customer. Toshiba distributes to its suppliers Quality Assurance Guidelines for 
Suppliers summarizing Toshiba Group's quality assurance policy and supplier expectations. Based on 
cooperation among procurement, quality assurance and engineering operations, Toshiba Group audits its 
suppliers at appropriate intervals in accordance with the types and importance of the procurement items 
in order to ensure quality of procurement items at all times. 

 

28. Please provide your company’s environmental policy and/or green initiative. Vendor Certifications 
(if applicable) 

Toshiba Response:   

Toshiba's environmental policies can be seen at http://www.toshibatec.com/company/csr/environment/.  
Our CSR report can be found at http://www.toshibatec.com/company/csr/report/. 

Specific information regarding our environment can be downloaded at 
http://www.toshibatec.com/tecfiles/pdf/en/about/csr/2016/csr2016en_09.pdf. 

Toshiba is certified to the ISO 9000 Quality Management System (QMS) standard, which provides 
assurance to our customers that Toshiba is committed to quality through the acceptance of these 
standards, achievement of certification from an accredited registrar, and the continuous improvement in 
activities essential to consistent quality manufacturing and meeting customer requirements.  All our 
factories and some sales affiliates worldwide are certified to the ISO 9000 /ISO 9001 QMS. The system is 
both internally and externally audited.   

 

29. Provide a copy of all current licenses, registrations and certifications issued by federal, state and 
local agencies, and any other licenses, registrations or certifications from any other governmental 
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entity with jurisdiction, allowing Offeror to perform the covered services including, but not limited 
to licenses, registrations or certifications. M/WBE, HUB, DVBE, small and disadvantaged business 
certifications and other diverse business certifications, as well as manufacturer certifications for 
sales and service must be included if applicable. 

Toshiba Response:   

Toshiba e-STUDIO multifunction products have achieved EPEAT GOLD certification. The EPEAT system 
rates products on a lifecycle basis and considers, among other things, its absence of toxic substances, its 
use of recycled and recyclable materials, and its design for recycling, product longevity, energy efficiency, 
corporate performance and packaging. This EPEAT designation help environmentally conscious customers 
identify truly green devices. 

Toshiba’s EPEAT certified products can be found at the EPEAT website at:  
http://ww2.epeat.net/PublicSearchResults.aspx?return=pm&epeatcountryid=1&ProductType=13&manuf
acturer=45&stdid=2 

Toshiba’s copier and toner manufacturing facilities are certified to the ISO 14001 Environmental 
Management System. This internationally-recognized certification assures Toshiba customers that we 
have an effective environmental management system in place for maintaining and improving the overall 
quality of the environment. Toshiba has included our ISO certifications at the end of this section.  

Due to the scope of the RFP, we will provide any other federal, state, local and other licenses as required 
by the agency level. 

 

References 
 

Provide a minimum of ten (10) customer references for product and/or services of similar scope dating 

within the past three (3) years. Please try to provide an equal number of references for K12, Higher 

Education and City/County entities. Provide the following information for each reference: 

 Entity Name 

 Contact Name and Title 

 City and State Phone Number Years Serviced Description of Services 

 Annual Volume 

Toshiba Response:   

We have included this information as requested in TAB 5.

http://ww2.epeat.net/PublicSearchResults.aspx?return=pm&epeatcountryid=1&ProductType=13&manufacturer=45&stdid=2
http://ww2.epeat.net/PublicSearchResults.aspx?return=pm&epeatcountryid=1&ProductType=13&manufacturer=45&stdid=2
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Toshiba Dealer Location List  
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ISO 14001 Environmental Certificates 
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TAB 4: Appendix B Product / Services 

I. Products, Services and Solutions 

 Provide a description of the range of products covered by your organization’s MPS 
offering. 

Toshiba's core competencies are technologically-advanced document imaging and printing 
products; world class service and support; output management solutions (fleet assessment and 
optimization, legacy printer support, mobile printing); advanced document management 
technologies (enterprise content management, document capture and workflow, secure printing); 
and managed business communication systems (digital signage services, retail kiosks, barcode 
printing systems, and point-of-sale (POS) systems). 

Toshiba's broad range of leading edge products and solutions will allow you to Print, Work and 
Communicate Smarter, as well as Print Less. These include: 

 Multifunction Devices 
 Copy, Print, Scan & Fax 
 Latest generation full featured monochrome & color products 

 

 Printer-based Devices 
 Multifunction & single function printers 

 

 Facsimile Products 
 

 High Speed Stand-alone Scanners 
 

 Barcode and Thermal Printing Products 
 

 Wide Format Production Printing Systems 
 

 Professional Services 
 Encompass asset management consultative services 
 Environmental Assessments 
 Security Vulnerability Assessments 

 

 Output Management 
 Managed Print Services 
 Print Reduction / Fleet Optimization 
 Legacy Printer Support ( HP, Lexmark and all non Toshiba branded) 
 Technology Refresh 
 Mobile Printing 

 

 Document Capture & Workflow 
 Optical Character Recognition 
 Workflow / Intelligent Capture 
 Document, Device and Access Security 

 

 Mobile Printing Solutions 
 

 Electronic Document Management  
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 Toshiba Digital Signage Solutions 
 Indoor/ Outdoor Digital Displays (Commercial Grade ) 
 Video Walls Interactive Touch Panels and QSR Menu Boards  
 Touch Screens/Wayfinding/Kiosks  
 Conference Rooms - Digital Displays/ Collaboration Tables 
 Content Management - Holistic digital display/Media players 
 Design/Implementation 

 

 Toshiba Point-of-Sale (PoS) solutions 

Toshiba’s business model is simple, 
streamlined and will provide Region 4 
and TCPN with an expert system for 
managing printer as well as the output 
they generate. To us, Managed Print 
Services (MPS) is about uptime.  

In order to maximize this, Toshiba uses a 
full continuum of knowledge offerings 
that enable a complete understanding of 
the operations infrastructure and 
highlights ways we can collaboratively 
enable: 

 Fleet optimization – for all devices deployed 
 Fleet monitoring (for usage, consumables status, automated supplies 

replenishment) 
 Centralized service dispatch and person to person technical support 
 Online web portal for efficient service requests and reporting 
 Document management solutions based on regulatory needs 
 Information vulnerability / security assessments 
 Environmental impact reporting and remedy 
 Responsive and timely break-fix services  

This MPS business model relieves you of the time-consuming task of managing your fleet so you can 
focus on serving your government customers. You will enjoy the benefits of fast and reliable service 
response; centralized dispatch; online and automated toner and supplies fulfillment; online asset 
management; simplified purchasing; local account management and billing; and automated meter 
reading for networked devices. Indirect benefits include the convenience of one vendor to support 
your entire multifunction device and printer fleet. 

Key to success in implementing our business model is communication and technology that lets us 
be proactive in our delivery of MPS product and services.  Agency staff will enjoy our fast and 
reliable response to requests, automated fulfillment management, simplified budgeting, invoicing 
aligned for A/P processing.  management (IT/Procurement) will benefit from the convenience of 
one source for service and supply entity for all the State entities and facilities. 
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Encompass Fleet Management Assessments 

In order for Region 4 and TCPN to optimize, manage and innovate, you must first know what you 
don’t know. Toshiba’s Encompass software and site data collection process quickly and 
comprehensively locates and catalogs where all the known and unknown current devices reside – 
by agency, make, model, user, connectivity (network or desktop) and more importantly monthly 
usage.  

To determine the real cost of operation (RCO), the Agency will need to provide actual lease 
expirations, current device service and supplies agreements – transparency, careful planning and 
analysis, we will develop a plan of action that will be credible and sustainable. 

Eco Assessment 

Toshiba supports Region 4 and TCPN's green initiatives. Our MPS deliverable can involve measuring 
electricity use, paper waste, CO2 generation and solid waste generation.  

Security Assessment 

Under Toshiba’s Security Vulnerability Assessment Program, our Professional Services Team can 
analyze key areas: current product security, unauthorized user document access, content 
management security and product end-of-life security. The resulting Security Assessment Report 
identifies document-related security risks, provides a security rating for each networked printer or 
MFD and outlines a strategy to cost-effectively fortify the State’s document output processes. 

Ongoing Fleet Assessments 

Optimization is not just a one-time opportunity for improvement but an ongoing component of our 
MPS Program. As your campus or user needs change, your document output needs to change along 
with them. Our Account Management Team commits to review your account continuously to 
ensure that the right number and type of products supporting contracting agencies departments 
and employees is meeting their specific print management objectives. 

Managed Print Experts 

Our Managed Print Services Program encompasses many of these components that will allow us to 
comprehensively address the business communication needs of Agencies and organizations 
throughout Texas, Hawaii and nationwide. Toshiba has been providing Managed Print Services since 
2003, infusing document workflow, security, green practices, and strategic partnerships to help our 
customers drive greater operational efficiencies.  

Relationships with Hewlett-Packard (HP), Lexmark, Fujitsu, Kodak Alaris, KIP America and others 
allow us to offer customers single function printers, wide format devices, and digital scanners at 
significant cost savings. Strategic alliances with Microsoft, Adobe, Nuance, PaperCut, Pharos, 
DocuWare, Perceptive, Fasoo and others allow us to offer third party software that integrate with 
and further enhance product functionality. These mutually beneficial partnerships have allowed us 
to offer customers a full breadth of products and solutions that otherwise would not be available 
from other manufacturers. 

To support an Agency's legacy print needs, Toshiba is authorized to service more than 900 models 
of printers, including major brands from manufacturers such as HP, Lexmark, KIP, Fujitsu, Brother, 
Printronix, Zebra, Epson, Okidata, Panasonic, Xerox Phaser, Dell, Tektronix, and others. As a valued 
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member of HP's PartnerOne Program, Toshiba is authorized to sell and service their printer 
products. We hold a similar distinction with Lexmark as a Business Solutions Dealer (BSD). 

We continue to invest in and refine our approach, infusing document workflow efficiencies, 
security, green practices, and strategic partnerships into our offering. Our MPS model represents a 
true customer focused practice that incorporates everything from device management and 
maintenance of numerous product brands to the supply of consumables, while addressing a 
corporate commitment to decrease paper consumption and power usage and eliminate waste. 
Toshiba employs a CIO Magazine “Enterprise Value” award winning methodology called 
Encompass, which uses Six Sigma methodology and proprietary software to capture and analyze 
data and drive the development of document output strategies. 

Beyond Print 

In an industry which historically profits from the volume an organization prints, Toshiba believes 
that effective communication via the printed page is coming rapidly to an end. Where many of our 
competitors are focusing their efforts on manufacturing a new printing device, Toshiba is moving 
“Beyond Print” and focusing on helping organizations with the transition from paper to digital 
communication, ensuring a more efficient, and cost-effective way of sharing information to their 
internal and external customers. 

 

Partnering with Toshiba allows Region 4 to reap the benefits of one of the world's leading 
technology companies that has a long history of first-to-market expertise, innovation, value, 
financial stability, and international reach. This affords you unparalleled access to the latest in 
information and communications equipment, electronic devices and components, consumer and 
business electronics, household appliances, that few, if any of our competitors can offer. 
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 Proposer should describe their ability to manage an onsite print center for eligible 
entities, if desired. 

Toshiba can provide a variety of office administrative services through our national strategic 
partners who specialize in onsite print center and back office support to complement our MPS 
offerings. One such partner, ARO (Administrative Resource Options, Inc.) is a 23 year old certified 
woman owned small business that provides onsite services to hundreds of clients throughout the 
U.S. and Canada. Toshiba and ARO have partnered on numerous contracts. 

ARO’s full range of services includes, but is not limited to copy center staffing; mailroom services; 
records management; office supply management; hospitality services; visitor tracking; package 
intercept services, reception, switchboard, light office moves, facilities management; shipping and 
receiving; data entry; fleet management; and tier 1/2/3 printer service. 

Toshiba welcomes the opportunity to further explore the opportunities to support your copy room 
and other office services via open discussion. 

 Describe your organization’s capacity to broaden the scope of the contract as new 
technology, products, or services become available for MPS. 

Our dedicated Account Manager, Mike Straka,  National Business Development Manager, is focused 
on expanding the MPS program initiatives as well as Agency specific projects for all services. Mike 
will interact with Agency clients to determine deliverables on current and future needs. party 
vendors and coordinating production and job requirements on behalf of the client. Mike will 
schedule regular meetings with each participating Agency at least quarterly, or more frequently if 
required. During these meetings, Mike and the Account Management Team will communicate any 
significant changes in models, upgrades, improvements, new software developments, and 
enhancements, as well as provide a Toshiba product roadmap, to ensure you remain equipped with 
the most technologically advanced products and solutions at all times. We also will address product 
utilization and efficiency at each location; service level metrics, quality issues, and financials. 

Toshiba can frame a contract for each Participating Entity that will allow them to add new products 
or replace your existing product with new technology by simply refreshing your existing contract. 
Lease pricing will be quoted as each request is made based on the term requested, number of 
devices, models and accessories needed and volumes anticipated. 

New products and features are introduced as available, with formal product launches typically 
occurring yearly. We will regularly communicate to the Agency new product roadmaps and 
impending product and service offerings in conjunction with scheduled or impromptu meetings. In 
addition, Toshiba will extend the Agency with any new products and solutions upon introduction, 
including product and/or solution demonstrations as appropriate to allow you to capitalize on our 
commitment to innovation. 

Recent technology developments include: 

 Unveiled our new customizable user interface, ELEVATE, designed to simplify the 
commands users need to execute jobs at the Toshiba MFDs. Toshiba created eight 
industry specific vertical templates that incorporate processes common to those 
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markets: government, healthcare, education, logistics, manufacturing finance, retail and 
houses of worship - for industry specific tasks. 

 

 Formed a partnership with leading education technology company, FlashGrade to sell 
and distribute their signature Grading Cloud software. Grading Cloud streamlines testing 
and grading processes for K-12 schools, colleges and universities and enables secure on-
demand testing, grading and in-depth analytics and reporting for educators. Grading 
Cloud integrates with Toshiba's MFDs and is easily accessible through its customizable 
user interface, ELEVATE. 

 

 Introduced the world's first hybrid copier capable of producing erasable as well as 
standard monochrome prints. 

 

 Began offering Nuance Communications' AutoStore capture and creation solution and 
Equitrac print management software solution, which complement Toshiba's MFDs 

 

 Established a partnership with Kodak Alaris that allows Toshiba to sell Kodak Alaris’ 
entire line of document scanners, services and software. 

 

 Announced a partnership with PrinterLogic to offer their enterprise print management 
solution 

 

 Attained certification of 28 of our MFDS by the Mopria Alliance for meeting its mobile 
printing standards for the Android operating system. 

 

 Released cloud-based application e-BRIDGE CloudConnect to provide remote 
monitoring, diagnostics and firmware updates of our customers’ print fleet. 

 

 Achieved Cerner certification for 12 of our color MFDs. Cerner is a worldwide leading 
supplier of healthcare information technology solutions. 

 

 Formed a partnership with OpenText to bring advanced RightFax integration to Toshiba 
MFDs. 

 

 Formed a partnership with a leading ECM software development firm to help end users 
optimize their business workflow applications. 

 

 Introduced our e-BRIDGE Print & Capture mobile software app that allows Android users 
to scan from and print to their Toshiba MFDs. 

If awarded this contract, we will meet with Agency representatives and look for ways we can 
integrate these and our other innovative technologies into our MPS program. The market trend 
today is towards the integration of products and services, as well as total technology solutions.  
Toshiba MPS offers not just a low price for products and ancillary services, but allows vendors the 
opportunity to deliver true cost saving solutions for your organization 

 State your organization’s delivery timeframes, by phase, from assessment through 
implementation of managed print solutions. 

Our experience with MPS implementations of similar size and complexity dictates a 3- to 6-month 
MPS implementation timeframe, as an example. Toshiba, however, has the ability to approach the 

http://flashgrade.com/
http://www.nuance.com/index.htm
http://www.mopria.org/
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optimization phase in a more aggressive manner to expedite the overall process, or phased in over 
a longer period of time. We recommend addressing the assessment and implementation 
progressively, evaluating devices as leases expire. This can be done on a departmental basis to 
enable the individual departments/locations to retain their autonomy in making document 
management decisions. The determination and prioritization of site assessments and subsequent 
optimization will be a collaborative effort by the Agency and Toshiba team, balancing business 
requirements and Agency priorities throughout the planning and implementation process. 

A sample timeline with a list of typical MPS implementation tasks is shown below. During the 
planning phase, Toshiba will jointly develop an implementation schedule that is customized to the 
Agency's specific schedule and task requirements. 

 

The Agency's strategic goals, financial objectives, operational processes, departmental priorities, 
regulatory requirements, confidential areas, and other aspects that impact document management 
strategy will all be considered. At the same time, existing infrastructure allocation will be evaluated, 
with emphasis on standalone facsimile machines, multifunction devices and dedicated/personal 
printers where volume data suggests devices are underutilized.  Toshiba understands that no two 
organizations are alike, so we are flexible when recommending our final solution. Our schedule is 
adjusted based one of these three strategies when it comes to hardware replacement: 

 Soft Landing – Staggered deployment by utilizing existing “good citizen” models in 
the current fleet and replacing older, costly models with new. These are identified 
during assessment, with costly devices removed and the remaining assets moved to 
optimal locations. New shared devices deployed where necessary. The benefit of 
this approach is that it allows the client to enjoy immediate savings and visibility by 
placing all network print under a single cost-per-page agreement at a reduced cost. 
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 Replace Entire Fleet with New Devices – This strategy replaces the entire fleet with 
new hardware; however not on a one-for-one basis. An assessment is performed 
and new product is placed in an optimized setting, taking into account any need for 
individual desktop printers as well as new shared devices. The advantage of this 
solution is that the client gets brand new state of the art products and a 
standardized document output strategy. 

 

 Blended Program – This approach blends the above two strategies. This can be 
beneficial for clients who need new devices but have a portion of their fleet on a 
different contract.  

In any of the above listed scenarios, we can identify and report cost savings, drive compliance and 
manage change. Rest assured that we will work closely with the Agency to implement the best 
strategy – and the right products – for each of your locations. 

 List all methods of ordering provided. 

Toshiba’s consumables supply process is handled entirely out of our local office. The Agency will 
have access to a secure service and supply portal (GSP) for reordering supplies and toner online 
(Our toll free number also is available for ordering.) Each device will have a Toshiba asset tag that 
will identify the device, its location, and the consumable supplies associated with the product. 
When a user requires supplies such as toner, they will access the supply portal and enter the asset 
tag associated with the device. The portal will identify the device and associated supplies, and the 
user will indicate which items they need. The user confirms the address and submits the order for 
fulfillment. Further, we can install automated software that will report low toner levels on all 
network devices.  End users will be given order numbers so that supplies can be tracked through 
the shipping process. 

For authorized laser printers, Toshiba offers its exclusive 
PageSmart MPS Program for automated toner 
replenishment. The installed device monitoring tool will 
proactively ping the print devices several times per day, 
transmitting the data to a back-end system that processes 
the data through sophisticated algorithms. The system 
looks at device usage, toner level, order history, cartridge 
yield and other factors to predict days of toner remaining.  
When it hits the threshold determined for the specific 
device, the toner will automatically be shipped to the 
designated location, with a label clearly depicting the correlating serial number, intended recipient 
and device location. You will never need to order toner. 

The system is set up as just-in-time, meaning toner arrives approximately one week before the 
toner is fully depleted.  There may be times when the device says “low toner,” although there is still 
toner in the cartridge.  The algorithms look at multiple device data points, including usage, yield and 
order history, to accurately predict toner levels and ensure the replacement toner is delivered 
before the cartridge is empty. 

Device data/location would be printed on bright yellow shipping label on each cartridge to expedite 
toner delivery. Key device information on the label includes: 
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 Internal location (office #, role/name) 

 Serial # 

 Make/model 

 Asset # and/or cost center 

 Primary site contact 

Through a supplies management portal, users will have access to specific device status across the 
entire fleet, including prediction of days to toner outage and predicted shipment date. You can view 
critical shipment information such as toner ship date, recipient information and tracking number. 

To support devices not covered under the PageSmart program, Toshiba can provide an e-
Commerce store, accessible via our Global Services Portal. When your customers require printer 
toner cartridges for those devices, the user simply accesses GSP and places the toner requests.  GSP 
connects to the e-Commerce system and triggers the shipment of toner cartridges.  This allows 
users to continue to turn to Toshiba for a complete array of supplies and consumables for non-
standard printer devices, including locally connected ink-jet printers. 

 Provide an overview of the technology that is utilized in your MPS offering. 

Toshiba’s Assessment and Discovery process is a comprehensive study of device ratios, print usage, 
business workflows, and direct and indirect costs such as service and supplies associated with 
operating your print devices. During the assessment, our Print Assessment Specialists can collect 
information through various means such as a physical walkthrough, our data collection agent, and 
from the customer. 

Toshiba leverages of a number of software and technologies in our MPS Program. Among them are: 

 Toshiba Encompass Program – data analysis and mapping 

 FMAudit (FMA) – network and desktop data collection 

 Tableau Software – business analytics and recommendations 

 Smartsheet – Project management 

Data Analysis Software - Encompass: Toshiba uses various technologies for data analysis and TCO 
calculations including our proprietary Encompass software.  Encompass allows project members to 
enter and analyze data relative to the customer fleet, key work processes and non-product cost 
factors such as purchase order/procurement costs, labor, document storage, IT support, etc. The 
databases we utilize contain detailed information on nearly 13,000 different makes of copiers, 
printers, MFDs and faxes.   

Using Encompass, Toshiba analysts can plot devices on a floor plan; calculate the total cost of 
ownership, measure energy efficiency and a myriad of other hard and soft costs associated with 
document output and management. Using this accurate and reliable data, analysts can then 
provide a department-wide assessment of monthly Total Cost of Ownership (TCO) and costs of the 
current state and the proposed optimized state. This information is invaluable in order for you to 
make informed decisions about device placement. 

Data Collection - FMAudit: Toshiba will utilize FMAudit to discover and audit all of the Agency’s 
networked printers. FMAudit Viewer records meter reads for prints, copies, faxes, and scans, in 
addition to serial numbers, toner coverage and much more. FM Audit Viewer may be run from any 
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network-connected PC. All print devices are automatically discovered on the network without any 
configuration required.  Enterprise level installations are supported, with the ability to audit 1,000’s 
of networked devices within minutes. 

Business Analytics - Tableau: Toshiba utilizes Tableau, a powerful business intelligence software for 
data visualizations and Quarterly Business Reviews. All account data is combined to create reporting 
on service trends, volume trends, device utilization, optimization recommendations, billing history 
and fleet overviews (by dates, locations and departments). Customized Tableau Dashboards are 
created and allow for interactive client engagement during the reviews. Relevant data can be sorted 
and viewed by an almost infinite number of variables, capable of providing high overview reports 
while still drilling down to the asset level. 

Project Management - Smartsheet: This is a web based collaborative software that allows Toshiba 
and the Agency to share projects and keep track of updated asset lists.  Maintaining an accurate 
fleet list is one of the most important and overlooked factors that contributes to a successful MPS 
program. By utilizing shared software, visibility to all changes in the fleet can be tracked and viewed 
in real time.  Actions can be assigned and conditionally formatted for a quick overview of historical 
fleet changes.  This ensures all parties are working off of the master asset list. Device removals, 
changes and additions are documented at the proper locations for service and supplies.  

 Provide your backorder policy. 

If provided with a contact to communicate, we can notify the Agency via phone or email with an 
estimated time of arrival. If shipping is delayed in a critical area, we will prioritize the order for 
processing and arrange the order shipped via expedited freight or facilitate loaner equipment. 

II. Assessment Phase 

 Describe in detail your organization’s assessment process and how it is scalable to 
meet the needs of the eligible entities. 

As a leading technology corporation, Toshiba has a distinct advantage over other office equipment 
manufacturers.  Clearly, we offer “best of breed” office equipment technologies, maintenance and 
management systems.  We also provide the supporting display technologies referenced previously 
including “end to end” professional services.   

Toshiba recognizes the evolution, advancement and convergence of shared technologies can be 
overwhelming, placing a significant burden on customer resources. Fortunately, Toshiba is well 
positioned to fill the technology intelligence “gap” for customers to assist them in making better 
business decisions about technology while providing well executed programs to achieve 
measurable success.   

Our proven fleet assessment and optimization program, Encompass™, enables Toshiba to quickly 
map a client’s current operating environment, identify the underlying document processing culture 
and determine the real cost of maintaining the current assets deployed. From this data set, we can 
model various cost-reduction scenarios providing management with focused proposals for change. 

Consistent with Region 4's objective, Toshiba will help "right size" each Agency's print devices using 
our proprietary Encompass™ Document Analysis Program. Using this program, we can perform a 
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needs assessment to uncover common trouble spots such as an overabundance of or ill-placed 
devices, many of which may not being used to capacity, and then present you with a 
comprehensive report and proposal at its conclusion. Our analysis is typically delivered two weeks 
after the conclusion of the onsite activity and reports, as a minimum: 

 Inventory of assets (volumes, models, manufactures etc.) 
 Total cost of ownership information 
 Recommendation proposal 
 Current state and proposed state floor plans 
 Detailed departmental total cost of ownership 
 Detailed Business Intelligence dashboard 
 Interview and survey summaries 
 Workflow and solutions recommendations 

When designing your managed print environment, Toshiba will take a phased approach of 
Discovery, Design and Deployment. 

DISCOVERY 

During the Discovery phase, we utilize our proprietary Toshiba Encompass Program and 
monitoring tools to gather accurate and reliable data on the Agency’s print environment in order to 
establish an initial baseline. Toshiba Analysts will examine all aspects of your print environment: age 
and condition of your hardware, device utilization, duty cycles, and availability of parts and supplies 
as well "soft costs" such as toner, service, maintenance, storage, inventories, upgrades, leases, etc. 
Analysts also consider any particular “pain points” that are affecting your business, such as obsolete 
technology, network security, energy consumption, etc. Leveraging electronic tools and visual 
assessments give us a baseline for validating the current and future state recommendations. 

During the Discovery phase, an initial contract is finalized outlining preliminary accountabilities.  
From there, strategy planning commences by sharing/developing: 

 Preliminary asset list 
 Physical addresses to IP Subnet Mapping 
 Best practices 
 Print policies 

At the same time, assessment planning commences: 
 Documenting key processes 
 Developing process flows for assessments/security clearances 
 Determining key contacts 
 Determining security and badge requirements  
 Notifying individual locations of impending assessments and timing 

Concurrently, the program implementation plan is developed: 
 Change management plan 
 Ecommerce planning (supplies portal) 
 Multifunction device roll-out schedule 
 Training plan 
 Identifying billing requirements 
 Implementing fleet monitoring tool (gathering requirements, configurations, 

setup, validating and setting up the subnet) 
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To aid the discovery process, we utilize a remote fleet monitoring tool to gather fleet model and 
utilization data. In addition, during the planning phase, Toshiba can assume maintenance of the 
existing printer fleet on a cost-per-page basis to drive process simplification. The service and 
supplies program creates a single point of accountability for service, supplies and billing, regardless 
of make or model. 

DESIGN 

The Design phase is a collaborative process where we present our recommendations and work with 
you to design the most optimum printing and document management environment. Detailed floor 
plans are also created that show current and optimized states for each floor/building. For each 
placement, we would present the financial benefit of our proposed solution on a department-by-
department basis. Rounding out the process, we present areas where you can incorporate 
document management and workflow software technologies where it would improve employee 
productivity and lower costs. 

An optional component of the assessment is to interview your staff and end users. The list of 
interview questions will be provided to the Agency, at which point the Agency would add or remove 
any questions pertinent to the specific nature of your business. Questioning/Interviewing can take 
place in a variety of different ways: 

Key Staff – a selection of key individuals can be selected and interviewed for each location, 
department or business area. 

All Staff – as the assessment is completed, staff request information from individuals that print, 
copy and scan. 

Workshops – key departmental and IT staff are invited to complete an onsite workshop event. 

REPORTING 

Current Cost/Usage Overview 

The following example is an analysis of a customer’s fleet that includes the number of products by 
type and model, Total TCO, and TCO per page. Viewing the data at this level allows the customer to 
understand true costs and make educated business decisions regarding machine and cost 
allocation. These operating costs serve as benchmarks against which to assess the effectiveness of 
our program. 

 

Current Cost/Usage Summary by Technology 

The following example is a summary report showing current usage and total cost of ownership by 
Technology.  The table also illustrates the split between mono and color output. 
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Current Cost/Usage Summary by Technology 

Technology Overview 

Additionally, using Encompass we capture, analyze and present data about your current 
environment with a high level of granularity, as shown in the example below. Our trained 
Assessment Specialists perform a detailed assessment of your current state by examining areas 
such as: 

 Product Types: Copier, Fax, Inkjet Printer, Laser Printer, etc. 
 Number of Products: Total number of document imaging products (by type) 

currently in use. 
 Number of Unique Models: Number of unique brands/models currently in use. 
 Average Age of Technology: Number of years since the model was first 

introduced. 
 % Networked: Total number of products that are available to more than a 

single user at a time. 

 

These data points help formulate the current infrastructure design and costs, as well as concrete 
recommendations for the future optimized design. Typically there will be a focus on volume 
migration, device consolidation and reduction in TCO. 

Recommended Toshiba Solution 

Using Encompass, we developed a TCO model of your new document environment. Accurate and 
reliable device usage data is collected to provide a department-wide assessment of Monthly TCO 
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and costs of the current state and the proposed optimized state. This data is invaluable in order for 
you to make informed decisions about device placement. 

The Toshiba Solution Benefit report below provides detail about our recommended solution. For 
each proposed product replacement, the report lists the department(s) where the existing products 
are located together as well as the cumulative TCO of those products. Next, the report lists the 
recommended Toshiba replacement together with the new TCO. The report allows you to see the 
financial benefits of the proposed Toshiba solution on a department-by-department basis. 

 

Other reports that are available through Encompass are: 
 Cost/Usage Summary by Location 
 TCO by Model and Product 
 Detailed TCO by Model and Product 
 Usage by Model 
 Supply Cost by Model and Product 

 Cost/Usage Detail by Product  
 TCO by Department 
 Vendor Summary 
 Environmental Green Report 
 Security Vulnerability Report 

Toshiba also uses Encompass to create visual floor plans depicting product placement both in the 
current and optimized states for each floor/building that was assessed.  These floor plans 
demonstrate the potential for device consolidation as a way to reduce costs and your footprint.  
The physical location of each print device is plotted on a floor plan. This allows you to visualize 
where you may have too many devices, lack devices with specific features/functionality, where 
bottlenecks exist, etc.  We then design a recommended future state that simulates the most 
efficient deployment strategy for improved workflow, productivity, and cost reductions. 

An example of a "Current" and "Future" state floor plan design is shown below. 

 
Current Design (Before Optimization) 

 
Future Design (After Optimization) 
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DEPLOYMENT 

Once the new design is presented and approved by the Agency, the Deployment phase begins with 
the planning, pre-installation and setup, product delivery and installation, dispatch and service, user 
training, and change management. Our long-term focus would be to evolve the Agency's document 
infrastructure and processes to a more consolidated, streamlined and cost-effective organization 
with improved employee-to-device ratio and device and feature utilization. 

"Right sizing" involves consolidating standalone printers, copiers, scanners, and fax machines into 
smaller numbers of strategically placed configured multi-functional devices and networked printers, 
determining the right number and type of devices to support specific department and/or business 
needs and maximize user productivity. This process may also involve one or more of the following 
actions: 

 Print Migration: This strategy involves moving print volumes away from higher cost 
devices and toward more efficient output products. Success factors include the 
willingness of an organization to divert more printing volume to lower cost-per page 
devices and to limit the printing to higher cost desktop printers. Toshiba utilizes several 
enterprise print management tools to help capture granular user and cost data across 
your organization. 

 Document Workflow: Beyond managing the print environment, Toshiba can also focus 
on key document workflows. This can involve the transition of paper-bound business 
processes to electronic processes. As much as 90% of the total cost of document 
management and output is comprised of process, procurement and support costs. 

 Remote Monitoring and Reporting: Continuous fleet monitoring is part of ensuring 
business continuity through improved device uptime and reliability. Toshiba offers 
remote monitoring tools and proactive break-fix services to free IT staff and end users 
from the support process. 

 Secure Printing: Natively, Toshiba multifunction devices incorporate device and access 
security measures to protect private and confidential data. We also offer optional 
advanced secure print  software that leverages the capabilities of Toshiba and non-
Toshiba devices to provide secure release and follow me printing. 

 Mobile and Cloud Printing: Toshiba offers native and optional mobile printing solutions 
that allow users of mobile devices to print to any print device. 

POST-OPTIMIZATION 

Optimization is not just a one-time opportunity for improvement but an ongoing component of our 
MPS Program. As your business or user needs change, your document output needs to change 
along with them. Your designated Account Management Team continuously reviews your account 
to ensure that the right number and type of products support specific department and/or business 
unit needs and that our service is meeting your specific print initiative goals. 

Our Encompass program is the tool we will use to update progress and measure cost savings.  Our 
data collection agent will collect the meters that will update our reporting data.  Each device will be 
managed under the Toshiba program that incorporates cost per page calculations.  The summary 
will be provided by department and location.  
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As we stabilize the environment we will continue to identify areas to optimize workflow and output 
management.  These are collaborative exercises and are best executed in a phased approach 
employing a “proof of concept” approach.  Once again it is important to include the voice of the 
customer as we employ technical change including IT, operations, administration and management,  

A sound print policy is another ongoing strategy of Toshiba’s MPS Program. We can assist the 
Agency to develop a clear Print Policy tailored to your environment. For example, duplex printing is 
a simple policy that can be integrated into your current business objectives and company policies to 
save on the cost of paper. Encompass, Toshiba’s award-winning, fleet optimization program, 
integrates Toshiba core competencies with Six Sigma DMAIC (Define, Measure, Analyze, Improve, 
and Control) methodology to identify costly or underutilized devices, inefficient processes, and 
other cost drivers. Utilizing DMAIC, Toshiba Print Analysts can map out a future state design that 

provides a 360 view of your document output expenditures in the areas of Equipment Fleet 
Utilization; Document Lifecycle Costs; and Business Continuation and Compliance.  Our team will 
then consolidate and optimize output devices, implement new technologies, and improve your 
support processes. 

 Respondents are encouraged to provide actual examples of a public-sector customer 
assessment and how it was used. 

Each engagement we perform has a unique mix of products, solutions and services. As such, results 
vary for each client we serve. Examples of immediate financial benefits similar clients have realized 
as a result of Toshiba’s MPS program are: 

 Successfully optimized the entire district fleet at Adams 12 Five Star Schools, which 
encompassed 58 schools and approximately 40,000 students.  By implementing 
behavior modification (PaperCut) and performing fleet optimization we enabled the 
District to not only achieve significant savings but enhance student productivity. 

 Conducted an Encompass analysis and fleet optimization for the City of Minneapolis 
that resulted in operational cost savings of 73% 

 Established an MPS program for Hennepin County that eliminated costly devices, 
reduced waste and operating expenses, and saved $3 million annually 

 Our UnifiedPrint Program with Los Angeles Unified School District (LAUSD) 
encompassed over 3,000 MFDs and over 2,000 printers. The program involves 
assessing each district location and optimizing the fleet. Selecting Toshiba as a single 
source has resulted in a cost savings to LAUSD of over 60%. 

We serve other vertical markets such as financial, manufacturing, retail, legal, industrial, healthcare, 
automotive, transportation, and construction. For example, our engagement with SunTrust Banks, 
Inc. is one of the largest MPS contracts in the industry that involved Toshiba surveying and assessing 
more than 2,500 locations with 30,000-plus devices. The results of Toshiba's optimization process 
resulted in a managed print solution for SunTrust that has yielded significant cost savings, 
eliminated single points of failure in the output environment and required no internal asset 
management. Due to the project’s phenomenal success, SunTrust recognized Toshiba with its 
Supplier Achievement Award. 
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Assessment Example #1: Los Angeles Unified School District (LAUSD) 

In October, 2011, Toshiba was awarded the sole source contract for managed print services for 
LAUSD.  The District had a multi-vendor environment, numerous stand-alone devices, no cohesive 
reporting structure and diverse locations with individual usage requirements.  Toshiba proposed to 
consolidate their print output to a single vendor that would bring all of the schools into alignment 
with the new program, assess each location, make recommendations on new products and right 
size the print fleet to reduce costs. Toshiba was selected based on our exceptional ability to provide 
quick assessments, work within the stringent timeframe needed to perform the assessments, 
recommendations and implementation, keep the costs contained, provide visible reporting and be 
able to tailor solutions to meet the varying needs of their schools and District offices. 

Deployment and Implementation 
Toshiba needed to replace the enormous volume of existing imaging equipment with networked, 
multi-functional copier, printer and duplicator solutions within a short window when schools were 
closed over summer, and be ready by the beginning of the 2012 school year.  In order to meet the 
timeframe goals, Toshiba had to assess over 1,200 sites (911 school sites and an additional 312 skill 
centers, office, magnet and adult education sites) within the first eight months of the contract. 

Management and Support 
Our strategy included a staggered approach within each of the six Education Service Centers – 
which we tackled with both manpower and technology.  First, we expanded our assessment team 
with additional analysts who could take the collected data and prepare recommendations.  Site 
presenters would then meet with key decision makers from each site to discuss and review the 
findings and recommendations.  Once the solution was finalized, another team performed the 
installation and training. 

We utilized a new pilot program leveraging tablet technology and mobile form applications.  This 
new technology solution improved the number of site assessments a team could do from one per 
week to up to three per day, depending on the size and number of devices at the site.  Each team 
conducted on average about 6.5 onsite assessments per week, assessing approximately 1,600 
devices per week. 

Efficiencies Achieved 
Once the solution was finalized, another team performed the installation and training.  As per the 
chart below, Toshiba met all deliverables on time. 
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Toshiba’s UnifiedPrint Program for LAUSD encompasses over 3,000 MFDs (both mono and color 
devices) and brought over 2,000 Printers into the MPS program.  Device speeds range from 25 
pages per minute (PPM) to 110 PPM.  We have performed assessments and made 
recommendations at all locations within the expected time frame. 

Quantifiable Savings 
Generally, a Toshiba MPS program can save a client about 40% through the consolidation under a 
single vendor, optimizing the fleet to include more MFDs and standardizing the printer fleet.  
Selecting Toshiba as a single source resulted in a cost savings of 62% to LAUSD. 

 

Assessment Example #2: Hennepin County, Minnesota 

Toshiba’s work with Hennepin County helped the County achieve recognition from the Center for 
Digital Government and National Association of Counties for “using innovative technologies to 
reduce county operations costs and enhance service delivery.” 

Through their campaign “Right Move, Right Size, Right Now,” Hennepin County is strategically 
replacing its fleet of printers, copiers, scanners and fax machines with energy-efficient, 
multifunctional devices – an effort that will ultimately save the County $3 million per year in 
printing costs. Over the contract term, this project will replace over 450 copiers, 750+ large network 
printers, and an unknown number of standalone public and department devices in over 140 County 
locations. 

Switching to MFPs is an economical, efficient and environmental move for the County, resulting in 
cost reductions in virtually all print-related areas, from maintenance and support on far fewer 
devices to lower cost per impressions. Employing follow-me-print functionality, employees are able 
to retrieve their output from any printer at any location, without having to map their computer to a 
specific printer. The devices themselves promote conservation through default duplex printing, 
increasing print awareness by informing users of the number and cost of pages printed, as well as 
near zero landfill considerations for devices and cartridges. 

Prior to placing an MFP in a department, print service experts conduct an onsite walk through of the 
offices and assess the current inventory, print capacity and volume, staff numbers, office layout, 
etc. A customized plan was developed that identifies the recommended number, type and 
placement of devices to ensure the optimal configuration to meet business print needs. In late fall, 
print assessments were completed for the IT, HealthWorks and Security departments. From the 

http://www.naco.org/
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initial 72 existing devices identified, the recommended device placement reduced the number to 
16, a 75% decrease in the total number of devices. Moreover, on a countywide basis, this initiative 
has been calculated to drive $3 million in annual savings. 

Assessment Example #3: City of Minneapolis 

The City of Minneapolis was faced with a huge problem of waste coming from outdated and 
ineffective printers, multiple vendors, and decentralized service. In April 2008, Jay Junker, then IT 
Operations Manager for a major window manufacturer, made a proposal to city department heads. 
He built a business case for optimizing the city’s fleet of printers and MFPs while simultaneously 
saving money in the process. In October 2008, city leaders agreed with Junker and decided to move 
forward. 

Toshiba conducted an Encompass study that revealed that the Human Resources department had 
approximately 40 employees and 32 devices – almost one for each staff member. To make the 
department run more efficiently, the City followed our analysis and migrated copy volumes of 
single-function printers to more efficient Toshiba MFPs. The resulting operational cost savings came 
in at an astounding 73 percent. The department eliminated a monthly service fee that covered 
several aging printers and lowered their cost-per-page by setting print defaults to black-and-white.  

The results of this pilot made a compelling case for the city council, which mandated optimization 
for every department. Many departments were immediately on board and recognized what a great 
opportunity this was for cost savings and efficiency improvements. Due to the scale and complexity 
of the project, the City decided on a stepped approach to implementation. Toshiba performed an 
Encompass analysis one department at a time and subsequently created and presented an 
optimized solution for each department. This stepped approach allowed Toshiba to focus on the 
department’s individual needs and time to train staff to use the new equipment to their full 
potential. 

Each department was unique. Whereas the Human Resources department could eliminate all 32 of 
their printers, some remote teams retained their printers while, in other cases, printers still in good 
working condition were allotted to employees with physical disabilities who might have difficulty 
walking to a shared device. Finally, devices that were truly at end of their life cycle were recycled as 
part of the City’s green initiative. 

“We started out with a pilot project in Human Resources,” said Mr. Junker. “That’s how we showed 
the City of Minneapolis how the Toshiba Encompass Analysis and Managed Print Services program 
would work.” 

Assessment Example #4: SunTrust Banks, Inc. 

Our engagement with SunTrust Banks, Inc. is one of the largest MPS contracts in the industry that 
encompasses their offices and branches throughout the Southeastern U.S.  SunTrust had a printing, 
faxing, and scanning environment that involved a combination of separate services with no 
leveraged cost savings.  The multiple legacy contracts could not be centrally managed and provided 
very little visibility of the costs associated with device management. Toshiba’s Enterprise Services 
and Solutions (ESS) Group helped develop an optimization plan that rationalized the print 
environment by eliminating costly desktop printing, leveraging existing workgroup print technology 
and migrating volume to highly productive Toshiba multifunction devices. 
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The implementation process, which took a little over a year, involved Toshiba surveying and 
assessing more than 2,500 locations with 30,000-plus devices. Today, after more than 20,000 
devices were removed, the contract includes more than 3,700 Toshiba devices, as well as hundreds 
of HP and Lexmark and Source Tech products. Over 40 million pages are managed per month in 
volume and more than 300 toner orders are shipped out per day through an automated process. 

With the optimization complete, the company had a managed print solution that has yielded 
significant cost savings, eliminated single points of failure in the output environment and required 
no internal asset management. As a result, our client has enjoyed simplified support, enhanced 
functionality, less downtime and significant cost savings. Due to the project’s phenomenal success, 
the client recognized Toshiba with its Supplier Achievement Award. We were in the top eight 
vendors out of 14,000 total vendors considered for this prestigious honor. 

 List any charges for assessment, if any. Charges should be listed as separate rates 
with hourly labor charges for each component. 

Please refer to our pricing sheet for Standard Assessment Phase pricing.  Assessment pricing is 
scoped depending on the size and locations of individual projects.  It may be possible for 
assessment pricing to be waived upon award of contract to Toshiba if the project meets specific 
requirements. 

III. Implementation Phase 

 Describe in detail your implementation program plan. 

Toshiba will take great care to ensure a smooth and seamless implementation across all Agency 
locations. Implementation goals range from mitigating impact on your business to initiating and 
communicating account specifics, deployment schedules, identifying work flow processes for device 
configuration and ease of replication across the fleet, overseeing site surveys and network 
requirements, portal configuration for service and supply requisitioning, establishing print policies 
and control processes, overseeing knowledge transfer for training schedules, deployment of 
training tools, etc.  This will include equipment mix with projected installation timelines for each 
location.  The initial planning phase will include identifying key locations which the Agency would 
like to focus and may be prioritized by a variety of characteristics, such as operational expense of 
fleet, age of fleet, location, usage trends, device to employee ratios, scheduling to limit or have no 
disruption on work productivity, cultural aspects, etc. 

Toshiba’s MPS is a mature program and provides the ideal framework by which to manage all 
aspects of your equipment population. The program is designed for the cost effective acquisition of 
equipment, service levels, aftermarket products, networking and turnkey implementation as 
required by user departments. 

Our Account Management Team will meet with Agency key personnel upon award to draft an 
implementation plan and timeline. After analyzing the current equipment fleet inventory, the team 
can easily transition the printer service and supply management to Toshiba through a series of 
actions that include: 

 Initiating the account, including notifying Executive and Account Management Team 
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members, along with the internal and external stakeholders and confirming roles and 
responsibilities. 

 Planning the account, which includes identifying the contract components, service 
level commitments and key metrics, and supply requirements. 

 Installing our meter collection tool and set up e-Commerce and Toshiba’s web portal 
for requesting service and supplies. 

 Executing the account, which includes understanding the order process and invoice 
detail and close communication with external parties. 

 Controlling the account, which is an ongoing and iterative process of measuring, 
reviewing, improving where needed, and communicating. 

The following steps represent the successful delivery, installation, acceptance, training and ongoing 
service and support. It assumes that all  sites have been assessed and right sized and the proper 
device mix has been approved by the Agency. 

Pre-Installation and Setup 

Prior to equipment installation, Toshiba will schedule a meeting with project leaders and IT staff to 
coordinate pre-installation and networking activities. After reviewing pre-installation data and 
confirming general requirements, an implementation schedule is developed. Our technical 
personnel will also be engaged with your IT staff to ensure our equipment, as well as any software 
solutions are compatible with the network. In cooperation with the Agency staff, technicians will 
conduct a network site survey and test to ensure equipment and application compatibility with your 
network. 

Product Installation 

Toshiba will work with the Agency to create an implementation plan that establishes a firm timeline 
for replacing equipment by location. This plan will include specified times for placing and processing 
orders, delivering and installing equipment, and conducting end user training as well as back-up 
resources to handle any contingencies. The implementation plan will be broken down by action 
items and identify functional support and areas of responsibility. 

Toshiba MFDs are shipped directly to the installing service provider's location, where it is unpacked, 
fully assembled, and tested prior to delivery. This minimizes disruptions to the customer’s 
operations. The service provider receives the packing slip and verifies that equipment is free of 
damage all parts are in place. Any rejected shipments due to damage, shortages, or other 
discrepancy are handled by the service provider. Generally, new printers are delivered/drop 
shipped to each location; Toshiba does offer professional printer installation if you should desire to 
take advantage of this service. 

 Supplies 

Toshiba’s consumables supply process is handled entirely out of our local office. The Agency will 
have access to a secure service and supply portal (GSP) for reordering supplies and toner online 
(Our toll free number also is available for ordering.) Each device will have a Toshiba asset tag that 
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will identify the device, its location, and the consumable supplies associated with the product. 
When a user requires supplies such as toner, they will access the supply portal and enter the asset 
tag associated with the device. The portal will identify the device and associated supplies, and the 
user will indicate which items they need. The user confirms the address and submits the order for 
fulfillment. Further, we can install automated software that will report low toner levels on all 
network devices.  End users will be given order numbers so that supplies can be tracked through 
the shipping process. 

For authorized laser printers, Toshiba offers the aforementioned PageSmart MPS Program for 
automated toner replenishment. The installed device monitoring tool will proactively ping the print 
devices several times per day, transmitting the data to a back-end system that processes the data 
through sophisticated algorithms. The system looks at device usage, toner level, order history, 
cartridge yield and other factors to predict days of toner remaining.  When it hits the threshold 
determined for the specific device, the toner will automatically be shipped to the designated 
location, with a label clearly depicting the correlating serial number, intended recipient and device 
location. 

 Training 

As part of the equipment installation, Toshiba will provide each Agency location with user training 
to help your employees adapt quickly to Toshiba equipment and any new technologies and 
workflow processes. Toshiba’s trained professionals will provide employees with customized user 
training that is complete and easy to understand. Training schedules, location, and frequency of 
sessions will be mutually agreed upon with the appropriate the Agency representative. We also 
provide instructional tools such as a Quick Start Guide and Operating Instructions poster for 
placement near the device to help walk end-users though the process of performing the more 
common operating tasks. Our experience shows that such training and access to training materials 
are key factors in promoting employee buy-in for an organization’s transition to a new vendor and 
equipment. 

 Ongoing Support 

Local account management plays an important role in building rapport with administrators and 
users and gaining familiarity with your MPS environment. Each Agency location will receive:  

 Supplies ordering and delivery to end user 
 Preventive maintenance 
 On-site service 
 Centralized dispatch 
 Technical support and consultation 
 Service Level Agreement compliance 
 Asset management and reporting 
 Continuous improvement initiatives 

Our service program combines industry best practices and stringent service levels to provide the 
State with the highest level of field maintenance possible, which includes our local Toshiba-trained 
and certified service technicians, centralized Dispatch, technical and IT support, online device and 
fleet management, and other value-add programs. 
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As part of ongoing account management, Toshiba continually monitors client data and will present 
the State with recommendations to enhance fleet optimization throughout the engagement. 
Consistent with our commitment to Six Sigma, trend data and Service Level Agreement (SLA) 
performance will be analyzed to drive continuous productivity improvement.  Toshiba will also 
regularly update the State regarding technology innovations – from equipment to software 
solutions – that can further enhance its document management infrastructure. 

 Provide your organization’s experience of implementing MPS with public sector 
agencies. Respondents are encouraged to provide a detailed case study of where 
your organization has implemented MPS with a public-sector agency. 

The public sector is Toshiba’s core vertical market. Our portfolio includes over 60,000 clients who 
use our products and services. Among the clients, approximately 20% are under a MPS contract 
with Toshiba managing and supporting both Toshiba and non-Toshiba product and often involves 
some level of fleet assessment and optimization services. We target organizations with a large 
multi-vendor fleet who are looking for a single vendor to right size their print environment and 
support their multiple hardware brands. Toshiba is proud to have existing partnerships with 
cooperative purchasing organizations such as the National Intergovernmental Purchasing Alliance 
(NIPA), Texas Department of Information Resources (Texas DIR), NASPO ValuePoint, King County 
Director’s Association and Cooperative Educational Services (CES). We are also suppliers to 
numerous state, county and local government agencies, K-12 school districts, colleges, universities 
and county and city governments throughout the U.S. To meet these demands, Toshiba has a 
dedicated State, Local and Education Team dedicated solely to these markets. 

This experience translates to a having a true understanding of the business needs and contractual 
commitments of government clients; the potential risks and how to mitigate them; the work effort 
and resources required; relationships  that need nurturing between the State and Toshiba; and the 
management and control need to ensure all project activities are on time and within budget. 

 List any charges for implementation, if any. Charges should be either event (one 
time) based or hourly with a statement of work. 

Due to the unique nature of each customer or location, Implementation would be priced based 
specific to the requirements and size of each location or project.  Implementation could be priced 
either as a one-time charge, or hourly with a statement of work.  However, the implementation 
would not exceed an hourly rate of $90 per hour.  Once again, projects that meet certain size 
requirements can include implementation fees into the normal Cost per page or at no additional 
cost. 

IV. Training for Client 

 Describe in detail the types of trainings your organization typically provides to 
customers. 

1. Does proposer offer on-site trainings? 

Yes. Toshiba training personnel will be on site at each location immediately after 
installation to provide no cost Basic Operator and Key Operator Training to District users. 
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Training will include a comprehensive review of document printing, copying, faxing, 
scanning, e-filing, digital sending, and other features. Our Professional Services 
organization also will provide instruction on any new workflow, document management, 
security, or other new software. During the pre-installation phase, Toshiba and the Agency 
will have coordinated the organization-wide training. 

Training is delivered on site by specialized instructors or via web-based applications. The 
instructor will work closely with your staff to explain, in detail, the features, functions, and 
benefits of our product to ensure the transition to Toshiba equipment is a positive 
experience. Toshiba's Account Manager will coordinate the scheduling of your initial 
training sessions. The number and types of units by location, system functionality, and 
specialized applications will be used in designing our training curriculum. 

2. Does proposer offer web based trainings? 

Yes For ongoing or refresher training, 
Toshiba offers self-paced online 
training for all current Toshiba 
models.  These tutorials will help you 
learn how to perform various user 
functions at your device, such as:  

 Copy Functions 
 Print Functions 
 Scan Functions 
 Faxing 
 e-Filing 
 Toner/Paper Replacement 
 Understanding Software 
 Troubleshooting 
 Special Functions 

This online training can be found at:  

http://business.toshiba.com/usa/support/index.jsp#tutorialList 

3. Does proposer offer one-on-one trainings? 

Yes. While Toshiba generally conducts training in a group setting, our instructors can offer 
one-on-one training on an as-requested basis. 

 List any charges for initial or on-going training, if any. 

Training is included at no additional cost. 

 If your company uses an alternative methodology for pricing training, please provide. 

Not applicable. 

V. Fleet Management 

http://business.toshiba.com/usa/support/index.jsp#tutorialList
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 Include all cost options for on-site full-time, part-time, first service responder, 
consumables, etc. 

Please refer to our pricing sheet. 

 In addition, list separate costs, if any, to manage legacy installed devices from other 
manufacturers such as installing, moving, adding, changing and disposing of 
contracted devices. 

Please refer to our pricing sheet. 

 Do you offer trade in pricing for owned equipment? 

Contingent upon award, Toshiba can facilitate buyback of your owned equipment and pass along 
the proceeds from the sale to the Agency. We would solicit and obtain quotes from broker sources 
for trade-in of the equipment based on their current market value. For units they determined to 
have no residual value, we can dispose of them with one of our authorized electronics recyclers. 

 Management of legacy devices does not include parts, labor or supplies. 

Toshiba can provide management of all legacy owned devices that does not include parts, labor or 
supplies. 

 Define how your technologies will guarantee document security and privacy. 

Toshiba products come standard with a number of built-in security features that address the 
requirements of HIPAA, Gramm-Leach-Billey and other governmental regulations. Our security 
solutions help protect confidential and private information by controlling access to both the device 
and data; providing data tracking and accountability; and establishing and controlling data integrity. 
Other features such as network authentication, password-initiated private printing, administrative 
password enhancements, and secure distribution of documents help protect the privacy of records 
and confidential information, along with department codes designed to track data and usage. 

Network Security 

Incorporated into each Our Company's MFDs are the following security features that specifically 
address device and network security: 

 Internet Protocol Security (IPsec) 
 IPv6 
 IP/Mac Filtering 
 Secure Sockets Layer (SSL) 
 SMB Signing 
 Protocol and Port Control 
 Fax Connection 

Access Security 

Our Company has developed these simple yet highly effective methods of establishing access 
security without inconveniencing users: 
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 Department Codes 
 Strong Passwords  
 Login Limitation 
 Usage Limitations  
 Network Authentication 
 Email Authentication 
 LDAP Integration  
 SmartCard Authentication (optional) 

Document Security 

Toshiba MFDs offer extensive document security, regardless of the physical location of information: 

 Private Print 
 Hold Print 
 Secure PDF 
  Job Log 
 Hardcopy Security 
 Digital Rights Management (optional) 

Hard Disk Drive Security 

Toshiba MFDs utilize a 320GB FIPS 140-2 Validated Self Encrypting Drive (SED) with 256 bit AES 
Encryption and Automatic Drive Invalidation (ADI) FIPS (Federal Information Processing Standard) 
140-2 validation is viewed as a mark of security and quality and certifies to their clients that the 
Toshiba FIPS 140-2 validated SED meets the US federal government requirements for security 
products. 

This technology renders the drive useless if removed and an attempt is made to read the data on 
the hard disk drive.  If the HDD is stolen and installed in another product and an attempt is made to 
read data out of the HDD, automatic data invalidation works to prevent information leaks. 
Advanced Encryption Standard (AES) is a U.S. government-approved cryptographic algorithm that is 
recommended by the National Institute of Standards and Technology (NIST). After completion of 
the use of the MFD or at lease end, all data on the MFD is instantly invalidated and the ability to 
read any of the data is completely disabled. 

Date Overwrite 

Data Overwrite on each Toshiba MFD ensures that the hard drive is secure by overwriting all 
residual data with multiple passes of random characters. The disk is erased automatically upon 
completion of each job, effectively preventing the data from being accessed and recovered by 
unauthorized persons. This HDD Overwrite meets the DOD standard 5220.22M. The process works 
as follows: 

1. Document data is overwritten and rendered irretrievable after every job. 

2. Stored document data, such as private prints and e-FILING content, is overwritten upon 
completion or deletion of each task. 

3. Templates, address books, and device management data are protected from overwrite. 
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4. All data can be thoroughly overwritten before disposal of the device or hard drive, ensuring 
that no residual data remains. 

 Define how meter reads are conducted. 

With the approval of Region 4 and TCPN, Toshiba would use an automated Data Collection Agent 
(FMAudit) to capture usage data for Toshiba prints, copies, faxes, and scans from all networked 
devices for billing and reporting purposes.  FMAudit gathers information regarding a device fleet 
and works with both Toshiba and non-Toshiba devices. Key device data is captured, including core 
device information such as  

 Make, Model, Serial #, IP Address, and MAC Address. 

 Meters – monochrome and color counts for print scan and fax (essential for billing per 
meter click). 

 Toner/consumable levels – status of consumable supplies, including % remaining by 
supply type Service alerts – captures device alerts of service issues. These can be as 
simple as paper out, up to complex issues requiring technician assistance. 

 Define how service calls are placed. Does your equipment have built in 
remote/automated diagnostics capabilities? 

End users can place service calls through Toshiba’s centralized Dispatch Center via the web, toll-free 
telephone number, email or fax. Professional dispatch personnel, using Toshiba’s electronic trouble 
ticket and tracking system, quickly and efficiently manage all aspects of service requests. Upon 
receipt of the request, they will: 

1. Log in the date, time, and location of the call and assign a confirmation number for tracking. 

2. Obtain the model and serial number of the product, customer location, the customer’s 
contact person and phone number a description of the problem and, if applicable, any error 
codes displayed on the machine. 

3. Dispatch the call to the local service provider. 

4. Track call to ensure that work is completed and the problem resolved in required timeframe. 

5. Follow up to ensure the customer is satisfied. 

The first available local service technician will contact the requestor immediately upon receipt of 
the dispatch call. He or she will attempt to resolve the customer issue over the telephone. If remote 
resolution is not achieved, the technician will attend to the repairs on site.  

Toshiba’s e-BRIDGE Fleet Management System (eFMS) gives your administrators the power of 
centralized monitoring while users benefit from improved availability of devices.  Key operators 
receive automatic first-tier alerting, while second-tier alerting is available to Toshiba service.  
Anybody with administrative access to the utility can clone settings and view meter reads. Using 
eFMS, administrators can assign costs to specific departments, as well as review device usage and 
consumables status. 
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TopAccess, Toshiba's device management web-based utility,  will allow Agencies to view detailed 
device information using a standard web browser, such as the device's current status, the size and 
type of paper available in every paper source, and the documents in the queue for print, fax, and 
scan jobs. Other administrative features enable IT managers to set up device settings and network 
properties directly from the desktop.  With TopAccess, our devices also can alert technicians of 
service needs, supplies needs and usage data. 

As an added benefit to Region 4 and TCPN, Toshiba' engineering personnel can utilize our exclusive 
e-BRIDGE CloudConnect, an exclusive cloud-based application that allows our them to remotely 
update firmware, push down service codes and find error history within products to help with 
diagnostics and proactive maintenance of your fleet. Since introduction, this tool has significantly 
improved our customers’ working environment by increasing uptime, reducing workload and 
optimizing device management. 

 Service Delivery & 
Automation 

 

 Meter Data and Service Files 
 

 Remotely Configure Devices 
 

 Proactive Service Monitoring 
& Troubleshooting  

 

The CloudConnect system enables our service staff to provide better service in the following areas: 

 Increased Uptime 
o Real-time alerts go to the service technician to update the status of MFDs 
o Service technicians can set policies that make adjustments to internal MFD 

codes to control copy, scan, and other configuration settings 
o Using the data sent from the MFDs, service staff will be better prepared for 

onsite service calls with correct parts and action plan for faster resolution 
 Reduced Customer Workload 

o MFD alerts are sent directly to the technician, helping reduce your IT burden 
o Meter data updated daily is automatically transferred to various back-end 

systems 
o Toner alerts can be monitored to provide automated supplies delivery 

 Keeping Customer MFDs Up-to-date 
o Firmware can be updated automatically, or purposely maintained and 

monitored at a customer designated level. Updates can be scheduled for off-
peak hours. 

o Remote Data Backup and Restore 
o MFD configuration data/templates/settings/contacts can be maintained, 

stored, restored from the CloudConnect server. 

CloudConnect works behind the scenes for you in managing your devices remotely by gathering 
information about your machine via the cloud. That means you can spend less time managing your 
devices and free up your resources with remote meter reads, firmware updates, and toner alerts to 
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trigger automatic supplies deliveries. It’s easy to set up too, with no software installation required—
simply install as a firmware update. 
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VI. Administration 

 Describe any continual process improvements that your organization puts in place for 
customers. 

To ensure long-term cost reductions and innovation, Toshiba will schedule regular meetings at least 
quarterly, or more frequently if required. During these meetings, our team will communicate any 
significant changes in models, upgrades, improvements, and new software developments and 
enhancements. Additionally we will provide a Toshiba product roadmap to ensure you remain 
equipped with the most technologically advanced products and solutions at all times. We also will 
address product utilization and efficiency at each Agency location; service level metrics, quality 
issues, and financials. 

Toshiba's sales and marketing organizations keep abreast of current and future customer and 
market requirements, as well as quality issues, and communicate them to our parent company for 
inclusion in their product development. Our service group monitors product performance to ensure 
optimum reliability and takes action locally when appropriate. Toshiba's Product Marketing 
Department works closely with Toshiba’s engineering group in Japan in developing specifications 
and a product prototype that satisfies the needs of both the market and end user customers. Once 
the prototype is complete, Toshiba’s quality assurance personnel test all aspects of the product’s 
functionality, including maintenance testing. Toshiba also sends its products to independent testing 
laboratories such as BLI, BERTL and Better Buys for Business. 

 Detail any innovative ways that your organization helps eliminate unnecessary 
printing; reduce carbon footprint usage, waste, etc. 

Measuring your Office Footprint 

More and more customers are asking us to help them meet their corporate sustainability initiatives. 
This can involve measuring and improving such areas as electricity use, paper waste, CO2 
generation and solid waste recycling. Toshiba has addressed this with our Encompass Green 
Report, an enhancement to our Encompass Document Analysis program that provides customers 
an accurate measurement of energy consumption, carbon emissions, paper usage and solid waste 
of their print devices. 

This Green Report is a quantitative analysis of the environmental 
implications of your organization’s office printing practices. Using 
information acquired during the assessment of your printing 
environment, The Green Report calculates your eco-footprint: 
consumption of natural resources, production of waste product, as 
well as utilization and cost of energy required to power your fleet of 
devices together with the resulting CO2 emissions. This report 
highlights techniques that can help your company realize significant 
cost savings and efficiencies by optimizing your print environment 
and in doing so, help you meet your green objectives. 

The process is as follows: during an Encompass assessment, detailed 
asset information is gathered, including locations, product models and types, equipment 
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specifications, and usage. Using this actual device data and volumes and locations from Encompass, 
we can pinpoint opportunities to reduce environmental impacts on paper consumption, power 
consumption; emissions; and volumes of solid and water waste produced. 

 Paper Consumption 

This table calculates your current annual paper usage in sheets and pounds, and estimates the 
number of trees that were cut down to produce this paper. 

 

 Electrical Consumption and CO2 Emissions 

This table calculates how much energy is being consumed by your print devices and the associated 
CO2 emissions based on the model type, technology, and average number of pages printed. 

 

The following table calculates how much waste water and solid waste are being expended based on 
the number of pages you are printing and number of cartridges used. By printing less and recycling 
your toner cartridges, you not only save money, but you help protect the environment. 

 

Following optimization, the calculator will present the new data for comparison purposes and as 
recommendations for using less paper and energy and reducing waste. 

The Green Report is yet another example of Toshiba’s company-wide effort to help our customers 
meet their corporate environmental objectives. Understanding the consumption and waste 
associated with printing provides an opportunity for you to make significant progress towards 
environmental stewardship in the workplace. Through an optimized print environment, you will not 
only realize cost savings but also make a contribution to a greener Earth. This is a core initiative of 
Toshiba’s Managed Print Services Program in helping you save money, reduce energy usage and 
waste, and minimize your environmental footprint. 

Corporate Print Policy 

Toshiba can assist the State in developing an enterprise-wide Print Policy, which not only conserves 
resources but also greatly reduces print expenses. A responsible print policy will show your 
customers and stakeholders that you are serious about both saving money and greening the 
environment. 

A sample Print Policy is shown on the following pages.  
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 Describe your organizations process pertaining to a formalized quarterly business 
review with a public agency (such as; device utilization, fleet performance, cost 
saving opportunities, department/site usage, green spend, consumables monitoring 
report, etc.). 

To ensure long-term cost reductions and innovation, TBS will schedule regular meetings at least 
quarterly, or more frequently if required. During these meetings, our team will communicate any 
significant changes in models, upgrades, improvements, and new software developments and 
enhancements. Additionally we will provide a Toshiba product roadmap to ensure you remain 
equipped with the most technologically advanced products and solutions at all times. We also will 
address product utilization and efficiency at each District location; service level metrics, quality 
issues, and financials. 

VII. Service / Help Desk 

 Describe in detail the process that shall be used to ensure adequate service 
representatives will be available. This should include fees and or hourly rates for 
service/help desk integration. 

Please refer to our pricing sheet for cost for Service/Help Desk integration. 

Based on the size and scope of this opportunity and the number of Participating states, Toshiba 
would engage our nationwide service network and assign either our direct branch or authorized 
service provider that is in closest proximity to the Agency office.  Service technicians assigned to the 
contract will be fully trained and factory-certified to repair the products we are proposing. They 
work closely with their local support teams and Toshiba's Advanced Technical Group to ensure that 
we meet your service support needs. 

In determining staffing levels and distribution of work, we look primarily to the number of assets 
that are to be supported at each of the customer’s sites, balancing the number of technical support 
staff against customer requirements and assigning them accordingly. We consider these factors: 

 Distance between the service technician’s location and the site 
 Time needed to perform maintenance on the assets that have been placed at 

each site 
 Contractual response times and uptime 
 Other SLAs included in the contract between Toshiba and the customer 
 Types of areas serviced (urban versus rural/remote) 
 Ratio of service staff to devices 

Since service is so important to us, we maintain a robust national field service staff of over 3,500 
technicians so we are able to respond quickly to customer calls for service, supplies, or sales at all of 
their locations. Our service organization is scalable to accommodate all of your business growth 
needs. 

Additional support staff comprises local account management, program implementation, contract 
administration, IT, service delivery, IT billing and customer service to ensure that our products and 
services are delivered, serviced and reported timely across the state. They work closely with 
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account management to ensure consistency of product and service across all Agency locations.  In 
essence, our entire organization is actively engaged. 

Toshiba's help desk services (National Dispatch) are included in our pricing.  However,  if the 
customer wishes true software integration, onsite help desk or queue management, pricing would 
be different based on a Statement of Work (SOW) and project plan.  Any integration beyond the 
scope for standard help desk services would be priced based on the SOW. 

 Describe your organization’s procedures for addressing and resolving customer 
problems and complaints; service, equipment, or billing. This should include timelines 
and escalation measures. 

At any time, the customer may escalate a service or product issue, starting at the local service level 
and extending to the corporate level. Resolution of all service issues is facilitated by the Account 
Manager, Mike Straka and Account Specialist assigned to the Region 4 account. As required, 
complex technical problems are escalated to Toshiba’s InTouch Center, a centralized staff of 
technical and network professionals who are empowered to take the necessary actions to correct 
the deficiency. These experts are available during normal business hours to help troubleshoot and 
resolve complex hardware and networking issues. In all cases, the Account Manager and Account 
Specialist will be kept apprised of the status to ensure the problem is resolved timely and to the 
customer’s satisfaction. 

We offer a multi-level escalation process to resolve all service issues quickly, efficiently, and to your 
complete satisfaction: 

1 Account Manager/Local Service Provider receives a Request for technical assistance.  
2 Account Manager/Local Service Provider will contact your location to define the issue.  
3 A visit will be scheduled to analyze the equipment.  
4 The issue will be researched using all available sources for possible resolution. 
5 On-site troubleshooting and repair of machine will be performed. All affected parties will be 

informed of resolution.  
6 If it is determined that your Toshiba MFD cannot be repaired or is not operating to 

specifications, Toshiba’s Total Quality Commitment (TQC) Program is our industry leading 
guarantee that your equipment will perform to specifications during the term of the lease or 
it will be replaced. Each new Toshiba MFD and accessory is backed by the following: 

Free Replacement (new Toshiba hardware) - If your new Toshiba MFD or accessory does not 
operate within Toshiba's product specifications during the term of this program, and if the 
hardware cannot be repaired to perform within product specifications, Toshiba will replace 
the MFD or accessory at no charge with a model of equal or better features and 
specifications. If replacement is made within one year of the hardware installation date, the 
replacement will be a new product and/or accessory. Toshiba will incur shipping and delivery 
costs. 

Free Loaner - If your Toshiba Copier is out-of-service more than two (2) consecutive business 
days after notifying your Authorized Service Provider or requires off-site service, a loaner 
Copier will be provided by the Authorized Service Provider at no additional charge.  
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Toshiba uses not only formal channels of communication but also encourages our managers to 
develop close working relationships with our customers so they are comfortable calling or e-mailing 
whenever they have a question or encounter a problem. We also encourage our service providers 
and technicians to establish a rapport with administrators and users or our services, which includes 
impromptu, informal discussions. 

 Provide the expected response time after initial service/help desk call to have a 
technician on site, if needed. 

Toshiba will provide an average response time of four (4) hours for local areas (within a 50-mile 
radius of a metropolitan area or service provider location) and four (4) to eight (8) hours for rural or 
remote areas (outside of a 50-mile radius of a metropolitan area or service provider location) for 
Toshiba products as measured quarterly. Toshiba will provide an average response time of One 
Business Day for non-Toshiba products. 

 List the type of reporting your organization can provide end-users on service/help 
desk calls. 

Toshiba utilizes Tableau, a powerful business intelligence software for data visualizations and 
Quarterly Business Reviews. All account data is combined to create reporting on service trends, 
volume trends, device utilization, optimization recommendations, billing history and fleet overviews 
(by dates, locations and departments). Customized Tableau Dashboards are created and allow for 
interactive client engagement during the reviews. Relevant data can be sorted and viewed by an 
almost infinite number of variables, capable of providing high overview reports while still drilling 
down to the asset level. These reports can be shared with the Agency on demand or during our 
business reviews.  For information that the Agency requires that are not shown here, we can 
develop custom reports on an as required basis.  Dashboard reports include: 

Smart Dashboards 

Combine multiple views of data 
to get richer insight. Best 
practices of data visualization are 
baked right in. 
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Volume Trends 

 

Device Utilization 

 

Service History 

 

Service Calls by Location 
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Call Map 

 

SLA Summary 

 

Symptom Count and Resolution 
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Calls by Month 

 

 Does your organization provide well defined service level agreements to customers? 
If so, please provide an example of a service level agreement that you have provided 
to a public-sector entity. 

Toshiba standardizes our Service Level Agreements (SLAs) for each customer to ensure consistent 
and high levels of service regarding of location. Toshiba envisions the following Service Level 
Agreements (SLAs) which would be incorporated into our contract with the customer. During initial 
account planning, Toshiba and the Agency can jointly develop SLAs for all aspects of device and 
service performance to match all of your business requirements. 

Following are key Service Level Agreements (SLAs) that we typically offer our Managed Print 
Services customers. 

Product Delivery: Toshiba's delivery time for new Toshiba multifunction devices 
orders from time of receipt to time of install is approximately 
15 to 30 days upon receipt of the order. Printer delivery time is 
approximately 5 to 10 days. 

Supply Delivery: Supply delivery for new and legacy products usually occurs 
within three business days. 

Equipment Uptime:  Toshiba’s proposed fleet will maintain an average uptime of 
98% during any three (3) consecutive rolling calendar months 
provided the paper used in the machine is virgin fiber 
xerographic bond or recycled xerographic bond and the parts 
and consumable supplies used are genuine Toshiba parts and 
consumable supplies. 

Call Acknowledgement 
Time: 

Toshiba provides a call answer response time of less than one 
hour after receipt of a service call during normal business 
hours, Monday through Friday, 8:00 AM to 5:00 PM local time.  

Onsite Service Response 
Time: 

Toshiba will provide an average response time of four hours 
for local areas (within a 50-mile radius of a metropolitan area 
or service provider location) and four (4) to eight (8) hours for 
rural or remote areas (outside of a 50-mile radius of a 
metropolitan area or service provider location) for Toshiba 
products as measured quarterly. Toshiba will provide an 
average response time of One Business Day for non-Toshiba 
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products. 

Onsite Service Response time is calculated based on an 
average over three-month periods and excludes preventative 
maintenance calls.  Printer response time is next business day.  

Hours of Operation: Toshiba maintenance is available from 8:00 a.m. to 5:00 p.m. 
local time, except weekends and holidays.  After hour service 
may be available depending on local service provider policy. 

 State any restocking or return fees. 

A customer may return a Toshiba product for 100% credit, at the customer’s option, if the customer 
determines in good faith that any of the following conditions are met: 

1. Toshiba shipped the product in error; 

2. The product is damaged before it is accepted by the customer; 

3. The product packaging or crating is damaged before it is accepted by the customer; 

4. The product does not materially perform to performance specifications provided by Toshiba 
or the manufacturer of the product (subject to Toshiba’s Total Quality Commitment Program, 
attached); 

5. The product does not meet industry quality standards related to performance specifications 
and data submissions required by the FDA or FDA approval of the product; 

6. The product is outdated or expired when delivered to the customer;  

7. The product is inoperable upon delivery; or 

8. Toshiba gives prior written approval, which must not be unreasonably withheld. 

Toshiba will not charge any restocking fee and will pay all return shipping costs under the following 
circumstances: 

If the customer ordered the device error, they are responsible for return shipping costs and Toshiba 
would charge a 15% restocking fee. 

 List the cost, if any, of any software technology that can be used in association with 
your service desk. 

Please refer to our pricing sheet. 

 Include the cost for an outright purchase, monthly lease, or per device monthly fees. 

Toshiba’s Managed Print solutions are scalable and the pricing model as well as components vary, 
given geographic dispersion, install base, product mix, print environment, etc. One Agency may 
have 25 plus units, and depending on the mix and other variables, it could be a good candidate to 
optimize the fleet by moving devices, decommissioning some and upgrading to optimize.  
Conversely, given the geographic properties and mix, it may make more sense financially to have 
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transactional (traditional lease replacement pricing for products as they term and if applicable, 
Toshiba would maintain your legacy printers which are good citizens. 

 Provide your organizations customer service statistics or survey results concerning 
the quality of services provided. 

Toshiba uses Customer Satisfaction Surveys as a measurable means of evaluating our performance 
in areas such as customer training, service and product satisfaction. Toshiba has developed two 
types of surveys: One gives a voice to your key stakeholders and is tailored to address the 
customer's management objectives. The other survey addresses the actual end-users. These 
surveys help us to identify key success factors; further, by scoring and benchmarking these surveys, 
problem areas, enhancement opportunities, and areas for improvement are identified. Of equal 
importance is service monitoring. All servicing entities, including staff technicians and partners are 
measured on customer satisfaction and incentivized to provide superior service.  

The following are results from a Toshiba Partnership Review from collected Customer SAT 
(Satisfaction) Surveys. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Qty of 

Service 

Calls for 

this period

Site/Campus

Efficiency of the 

Service Dispatch 

Process

Technician making a 

satisfactory service 

appointment time

Service 

Response Time

Arrival of Field Service 

Engineer on time

Service 

Technician’s 

Competence

1 UNITED ISD 8800 MCPHERSON LAREDO TX 9 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

2 PEP PROGRAM 5201 BOB BULLOCK LOOP LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

3 ACCOUNTS PAYABLE 201 LINDENWOOD LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

4 UNITED SOUTH HIGH SCHOOL 4001 AVE LOS PRESIDENTES LAREDO TX10 - Outstanding 7 7 7 9

5 MALAKOFF ELEMENTARY 2810 HAVANA DRIVE LAREDO TX9 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

6 NYE ELEMENTARY 101 DEL MAR BOULEVARD LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

7 BORCHERS ELEMENTARY 9551 BACKWOOD TRAIL LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

8 COL SANTOS BENAVIDES ELEMENTARY 10702 KIRBY LANE LAREDO TX9 9 9 9 10 - Outstanding

9 MALAKOFF ELEMENTARY 2810 HAVANA DRIVE LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

10 NYE ELEMENTARY 101 DEL MAR BOULEVARD LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

11 UNITED MIDDLE SCHOOL 700 DEL MAR BOULEVARD LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

12 FINLEY ELEMENTARY 2001 LOWRY LAREDO TX 8 9 8 9 10 - Outstanding

13 FOOD SERVICE 5201 BOB BULLOCK LOOP LAREDO TX6 6 6 6 6

14 SALINAS ELEMENTARY 1000 W CENTURY DRIVE LAREDO TX6 8 6 6 8

15 9TH GRADE 8800 MCPHERSON LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

16 UNITED HIGH SCHOOL 8800 MCPHERSON LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

17 FRANKLIN D ROOSEVELT ELEM 3301 SIERRA VISTA DR LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

18 UNITED SOUTH HIGH SCHOOL 4001 AVE LOS PRESIDENTES LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

19 UNITED SOUTH MIDDLE SCH 3707 AVE LOS PRESIDENTES LAREDO TX10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding 10 - Outstanding

20 NEWMAN ELEMENTARY 1300 ALTA VISTA LAREDO TX9 9 9 10 - Outstanding 10 - Outstanding



  
   

Region 4 Education Service Center / The Cooperative Purchasing Network 
Solicitation Number 17-14: Managed Print Solutions | July 18, 2017 Page 180 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

In an effort to tightly manage performance, our field service engineers and help desk staff are 
measured on quality, reliability and customer satisfaction. Toshiba establishes very clear 
expectations up front, including standards of quality, adherence to service levels, safety, security 
and compliance with Toshiba policies and procedures. In fact, all agreements with our service 
providers and partners contain performance thresholds and incentives, which are measured and 
tracked to drive superior service and delivery. 

Our goal is to provide outstanding customer service and continuous improvements to your account. 
We know each Agency expects highly productive and reliable products, responsive local service 
from qualified personnel, smooth implementation, and aggressive pricing.  As a team, we will 
collectively take the steps necessary to exceed the expectations of Region 4 and TCPN. 

VIII. Consultant/Professional Services 

 Hourly labor charge for each service offered 

Please refer to our pricing sheet. 

 Describe the service offered and the final output 

Please refer to our pricing sheet. 

IX. Maintenance (Break/Fix) 

 List all options for types of break/fix service associated with installed printers, 
including but not limited to: 
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1. Parts and labor annual maintenance (supplies purchased separately). 

Please refer to our pricing sheet. 

2. Parts and labor monthly maintenance (supplies purchased separately). 

Please refer to our pricing sheet. 

3. Maintenance programs which allow for supplies to be charged on a per copy rate. 

Please refer to our pricing sheet. 

4. Include pricing program that includes parts/labor for maintenance and supplies per 
click 

Please refer to our pricing sheet. 

5. Indicate pricing program that includes parts/labor for maintenance, supplies and the 
lease price per click. 

Please refer to our pricing sheet. 

 Detail how you would formulate a charge per copy for toner. 

Cost per copy for Toner Only is calculated using three (3) main components: 

1- The toner Cartridge price, 

2- The MFG stated yield based on the stated Coverage % for the cartridge,  and 

3- The average actual coverage % of the device and/or end users using the device. 

For example: 

If a cartridge is $100 and MFG states a yield of 10,000 at 5% coverage- Then the cost-per-page for 
toner, at its simplest calculation, would be $.01 per page assuming the device or users are only 
using 5% coverage on their documents.  However, if the device or user coverage is higher, the yield 
of the cartridge will drop, thereby making the cost per page increase.  Using the same example 
above but increasing the device or user coverage to10% fill, this would half the projected yield of 
the toner cartridge, which would thereby double the cost per page to $.02. 

We use the actual coverage tracked by the device or fleet management software to calculate our 
pricing based on customer user and device actual coverage data to provide the most accurate 
pricing models.  In the case of color devices with multiple cartridges, we use this same methodology 
for each toner cartridge.   

This similar methodology can be used for any other consumable items or parts required by the 
device.  Each consumable component will have a price, expected yield and the actual yield based on 
usage patterns. 

Toshiba uses a variety of tools to closely track these variables and usage patterns to not only assist 
in providing aggressive pricing models, but we can provide tracking, and recommendations for 
improving employee behavior to drive down unnecessary waste, coverage, and printing to further 
reduce overall costs. 
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 Detail how your organization is able to provide remote monitoring of all print devices 
for use in the management of consumable, break/fix, technical support and the 
improvements of efficiencies for supplies and/or cost reductions. 

Ongoing management of the fleet is essential to meeting the County's objectives. Toshiba has 
several processes and tools for maximizing device availability including device and fleet monitoring, 
service dispatch, and reporting of usage metrics and service statistics. 

An integral component of efficient management of your printing and report creation is Toshiba’s 
web portal Global Services Portal (GSP), a multi-level online resource that offers your users full 
access to a user-friendly, self-service website fully protected by a roles-based secure access system. 
Data is collected using one or more of the aforementioned tools and is posted to GSP. This gives you 
instant visibility into information on all of your assets and the flexibility to generate both standard 
and ad hoc reports. Relevant data is organized in three report types - Company-Wide, Per Site or 
Per Model—and include information regarding Population, Usage, Service History and TCO, 
providing customers with a single source of easily accessible data. GSP allows you view and monitor 
the following information about your fleet. 

Toshiba’s client based e-BRIDGE Fleet Management System (eFMS) gives administrators the power 
of centralized monitoring while users benefit from improved availability of devices.  Key operators 
receive automatic first-tier alerting, while second-tier alerting is available to Toshiba service.  
Anybody with administrative access to the utility can clone settings and view meter reads. Using 
eFMS, administrators can assign costs to specific departments, as well as review device usage and 
consumables status. 

As a value added service, we will utilize our exclusive e-BRIDGE CloudConnect, an innovative cloud-
based application that allows our technical staff to remotely update firmware, push down service 
codes and find error history within products to help with diagnostics and proactive maintenance of 
your fleet. Since introduction, this tool has significantly improved our customers’ working 
environment by increasing uptime, reducing workload and optimizing device management. 

 List how you will configure pricing for future printer models by other manufacturers. 

The pricing methodology for any new or future device would use the same calculations and 
technology as described above so long as the information is available.  By managing historical usage 
patterns and employee printing behavior, Toshiba can help recommend the best product or mix of 
products to fit the environment by functionality and as well as cost efficiency based on new product 
component pricing and consumable costs.  There is often significant savings potential by right sizing 
or optimizing the devices in the environment based on the needs and usage patterns of the affected 
employees. 

 If meter collection is performed by vendor on-site, list the monthly or hourly rate. 

Toshiba will perform meter collection for all network-connected devices at no cost. 

 If meter collection is performed through software, list monthly charge or purchase 
price, if any, per asset. 

Please refer to our pricing sheet.  
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X. Other Management Print Services 

 For additional products or services that fall within the scope of this contract, vendor 
may include a separate description of the product or service, along with the proposed 
pricing. 

Please refer to our pricing sheet. 

 Include software or licensing costs or components of any services provided. 

Please refer to our pricing sheet. 
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TAB 5: Appendix F References 
Provide a minimum of ten (10) customer references for product and/or services of similar scope dating 
within the past three (3) years. Please try to provide an equal number of references for K12, Higher 
Education and City/County entities. Provide the following information for each reference: 

Reference #1 
Entity Name Fayette County Public Schools 
Contact Name and Title Bob Moore 

Director of Technology
City and State Lexington, Kentucky 
Phone Number 859-381-4134
Years Serviced Customer for eight years
Description of Services Managed Print Services that includes approximately 270 multifunction

devices and 300 printers under contract.
Annual Volume 90 million

Reference #2 
Entity Name City of Sunrise 
Contact Name and Title Diane Leslie 

IT Manager
City and State Sunrise, Florida 
Phone Number 954-746-3425
Years Serviced Customer since 2011
Description of Services Managed Print Services that includes 148 multifunction devices and

printers under contract.
Annual Volume 8+ million

Reference #3 
Entity Name Los Angeles Unified School District (LAUSD) 
Contact Name and Title Tom Charles* 

Toshiba LAUSD Project Manager 
City and State Los Angeles, California 
Phone Number 949-267-4269 (Irvine Office)

213-207-6934 (Cell)
Years Serviced Customer for 7 years (contract was extended in July 2017)
Description of Services Managed Print Services, Cost Per Copy contract. Under this District-wide

project, Toshiba is bringing all of the schools and offices into alignment
with this new program, assessing each location, making
recommendations  and rightsizing the fleet to dramatically reduce costs
and increase productivity.

Annual Volume Approximately 660 million
*At the request of this customer, Toshiba has assigned a point of contact to assist in making communication
arrangements with LAUSD. Please direct any calls through Toshiba's LAUSD Project Manager, Tom Charles.
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TAB 6: Appendix C Pricing 

See Attached Pricing worksheets. 

Please note, Toshiba is offering pricing based on a discount from MSRP for our products (MFD line) and 
has provided fixed price for all other line items of Managed Print Services.

Both are Indefinite Quantity.  

Percentage discounts will apply based on breadth of MPS service and volumes on a case by case basis.
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TAB 7: Appendix G Value Add 
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TAB 8: Required Documents 

Doc #1 through #12
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