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Attachment F – Scope of Work Response

(Revised 10.30.2018)

RFP-NP-18-001

Copiers and Managed Print Services

PART I

Instructions: Offeror must indicate their understanding/compliance with the following Subsections of the
RFP by selecting “Yes” from the drop-down menu. If a Subsection is not applicable to your Proposal, select
“N/A” from the drop down menu. If you are not able to comply with a Subsection, select “No” from the
drop-down menu. For all “N/A” and “No” responses, you must indicate the reason in the Comments
column. In addition, if you select “Yes” and would like to expound on that response you may also do so in
the Comments column. Subsections not contained in the table below do NOT alleviate Offeror from
complying with the requirements of those Subsections.

Offeror Name: Toshiba America Business Solutions, Inc.

Section Subsection

Select the
appropriate response
from the drop-down

menu

Comments

Solicitation Overview

Contract Term 1.5.2 Yes

Pricing

1.10.1 Yes

1.10.2 Yes

1.10.3 Yes

1.10.4 Yes

1.10.5 Yes

1.10.6 Yes

1.10.7 Yes

1.10.8 Yes

1.10.9 Yes

1.10.10 Yes

1.10.11 Yes
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1.10.12 Yes

1.10.13 Yes

1.10.14 Yes

1.10.15 Yes

RFP Requirements and Information

Firm Offers 3.13 Yes

News Releases 3.17 Yes

Certification of
Non-Debarment

3.19 Yes

Scope of Work

Overview

4.1.2 Yes

4.1.3 Yes

4.1.4 Yes

4.1.5 Yes

4.1.6 Yes

MPS 4.1.7 Yes

Survivability 4.1.8 Yes

4.1.9 Yes

4.1.10 Yes

4.1.11 Yes

Dealers

4.3.4 Yes
Yes, if this is allowed on the approved
Participating Addendum with the individual
State.

4.3.5 Yes

4.3.6 Yes

Product Offerings
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Device Standards

4.4.3 (a) Yes

4.4.3 (b) Yes

4.4.3 (c) Yes

4.4.3 (d) Yes

4.4.3 (e) Yes

4.4.3 (f) Yes

4.4.3 (g) Yes

4.4.3 (h) Yes

4.4.3 (i) Yes

4.4.3 (j) Yes

Device
Exceptions

4.4.4 (a) Yes

4.4.4 (b) Yes

4.4.4 (c) Yes

4.4.4 (d) Yes

4.4.4 (e) Yes

4.4.4 (f) Yes

4.4.4 (g) Yes

Accessories 4.4.5 Yes

Software 4.4.6 Yes

Consumable
Supplies

4.4.7 (a) Yes

4.4.7 (b) Yes

4.4.7 (c) Yes

4.4.7 (d) Yes
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Reman/Refurb
Equipment

4.4.8 Yes

Open Market
Items

4.4.9 (a) Yes

4.4.9 (b) Yes

4.4.9 (c) Yes

4.4.9 (d) Yes

4.4.9 (e) Yes

Emerging
Technologies

4.4.10 Yes

Service Offerings

Maintenance Agreements

Pricing

4.5.2 (a) (i) Yes

4.5.2 (a) (ii) Yes

4.5.2 (a) (iii) Yes

4.5.2 (a) (iv) Yes

4.5.2 (a) (v) Yes

4.5.2 (a) (vi) Yes

4.5.2 (a) (vii) Yes

4.5.2 (a) (viii) Yes

4.5.2 (a) (ix)
Yes

(11”x17” impressions)

4.5.2 (a) (x) Yes

4.5.2 (a) (xi) Yes

4.5.2 (a) (xii) Yes

4.5.2 (a) (xiii)
Yes

(Initial Term)

4.5.2 (a) (xiv)
Yes

(Renewal Term)

Blended Rates 4.5.2 (b) Yes
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Manual Meter
Reads

4.5.2 (c) Yes

Customer
Owned

Equipment

4.5.2 (d) (i) Yes

For printers, Toshiba agrees for approved
models.
For copiers, if the devices were sold and
serviced under contract by our Resellers
there may be an issue with taking over the
contract. An inspection of the product and a
review of the current maintenance
agreement would be required. Toshiba
cannot take over other manufacturers’ copier
units.

4.5.2 (d) (ii) Yes

For printers, Toshiba agrees for approved
models.
For copiers, if the devices were sold and
serviced under contract by our Resellers
there may be an issue with converting to the
Flat Rate Program. We cannot take over
other manufacturers’ copier units.

4.5.2 (d) (iii) Yes

Lease or Rental
Equipment

4.5.2 (e) (i) Yes

4.5.2 (e) (ii) Yes

4.5.2 (e) (iii) Yes

Legacy
Equipment

4.5.2 (f) (i) Yes

For printers, Toshiba agrees for approved
models.
For copiers, if the devices were sold and
serviced under contract by our Resellers
there may be an issue with taking over the
contract.

4.5.2 (f) (ii) Yes

For printers, Toshiba agrees for approved
models.
For copiers, if the devices were sold and
serviced under contract by our Resellers
there may be an issue with taking over the
contract. We cannot take over other
manufacturers’ copier units.

4.5.2 (f) (iii) Yes
This will depend on an inspection of the
device by the servicing entity.

4.5.2 (f) (iv) Yes
This will depend on an inspection of the
device by the servicing entity.

Service Requirements

Technicians 4.5.3 (a) Yes

Standard Service
Levels

4.5.3 (b) (i) (1)
Yes

(End-User Training)
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4.5.3 (b) (i) (2)
Yes

(End-User Training)

4.5.3 (b) (i) (3)
Yes

(End-User Training)

4.5.3 (b) (i) (4)
Yes

(End-User Training)

4.5.3 (b) (i) (5)
Yes

(End-User Training)

4.5.3 (b) (i) (6)
Yes

(End-User Training)

4.5.3 (b) (i) (7)
Yes

(End-User Training)

4.5.3 (b) (ii)
Yes

(Preventative Maintenance)

4.5.3 (b) (iii) (1)
Yes

(Equipment Performance)

4.5.3 (b) (iii) (2)
Yes

(Equipment Performance)

4.5.3 (b) (iii) (3)
Yes

Toshiba can agree to a 98% average fleet
uptime measured quarterly.(Equipment Performance)

4.5.3 (b) (iii) (4)

No

Pursuant to Toshiba’s Quality Commitment
Program as set forth in Section 2.1 of
Toshiba’s proposal summary, if your new
Toshiba product does not operate within
product specifications, Toshiba will replace
the product at no charge with a model of
equal or better features and specifications.

(Equipment Performance)

4.5.3 (b) (iii) (5)
Yes

(Equipment Performance)

4.5.3 (b) (iv)
Yes

Toshiba agrees to provide the offsite manned
capability for Urban zones upon mutual
agreement.(Loaner Equipment)

4.5.3 (b) (v)
Yes

(Repair Parts)

4.5.3 (b) (vi) (1)

Yes

Toshiba agrees to Urban, Rural and Remote
Service Zones for Groups A, C and E. For
Remote Zone locations, additional fees may
apply.
For Group D, Toshiba agrees to the specified
response times for Rural and Remote Service
Zones and Next Business Day response time
for Urban Service Zone; a 4 - 6-hour response
time can be negotiated beforehand for an
additional rate.
For Group F, depot service would apply.

(Service Zones)
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4.5.3 (b) (vi) (2)
Yes

Toshiba agrees to provide drop-shipped
replacements within five (5) business days.(Service Zones)

4.5.3 (b) (vi) (3)
Yes

(Service Zones)

Service Logs 4.5.3 (b) (vii) Yes

Equipment
Relocation

4.5.3 (b) (viii) (1) Yes

4.5.3 (b) (viii) (2) Yes

4.5.3 (b) (viii) (3) Yes

4.5.3 (b) (viii) (4) Yes

Meter Read
Invoicing

4.5.3 (c) (i) Yes

4.5.3 (c) (ii) Yes

4.5.3 (c) (iii) Yes

4.5.3 (c) (iv) No
Toshiba can agree to process a separate
memo that can be applied toward invoice
credit.

Service Level
Calculations

4.5.3 (d) Yes

Reporting 4.5.3 (e) Yes

For Item 4.5.3(e)(i)(6), Toshiba agrees to
report the estimated end of useful life per
device in terms of a fixed number of months
from the date of installation.

Software
Subscriptions

4.5.4 (a) Yes

4.5.4 (b) Yes

4.5.4 (c) Yes

4.5.4 (d) Yes

4.5.4 (e) Yes

4.5.4 (f) Yes

4.5.4 (g) Yes

Purchase, Lease, and Rental Programs

4.6.1 Yes
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4.6.2 Yes

4.6.3 Yes

Equipment
Trade-In

4.6.4 Yes

Lease and Rental
Rates

4.6.5 (a) Yes

4.6.5 (b) Yes

4.6.5 (c) Yes

4.6.5 (d) Yes

4.6.5 (e) No
Toshiba’s lease rates are indexed quarterly
against ICE.

4.6.5 (f) No
Toshiba’s lease rates are indexed quarterly
against ICE.

4.6.5 (h) Yes

4.6.5 (i) Yes

Leasing and
Rental Overview

4.6.6 (a) Yes

4.6.6 (b) Yes

4.6.6 (c) Yes

4.6.6 (d) Yes

4.6.6 (e) Yes

4.6.6 (f) Yes

4.6.6 (g) Yes

4.6.6 (h) Yes

4.6.6 (i) Yes

4.6.6 (j) Yes

4.6.6 (k) Yes

4.6.6 (l) Yes
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4.6.6 (m) Yes

Leasing and Rental Options

FMV Lease

4.6.7 (a) (i) Yes

4.6.7 (a) (ii) Yes

Capital Lease

4.6.7 (b) (i) Yes

4.6.7 (b) (ii) Yes

Straight Lease

4.6.7 (c) (i) Yes

4.6.7 (c) (ii) Yes

Cancellable
Rental

4.6.7 (d) (i) Yes

4.6.7 (d) (ii) Yes

4.6.7 (d) (iii) Yes

Short-Term
Rental

4.6.7 (e) (i) Yes

4.6.7 (e) (ii) Yes

Leasing and Rental Terms and Conditions

Possession and
Return of Lease

or Rental
Equipment

4.6.8 (a) (i) Yes

4.6.8 (a) (ii) Yes

4.6.8 (a) (ii) (1) Yes

4.6.8 (a) (ii) (2) Yes

4.6.8 (a) (ii) (3) Yes

4.6.8 (a) (iii) Yes

4.6.8 (a) (iv) Yes

Payment 4.6.8 (b) Yes

Buyout to Keep
Option

4.6.8 (c) Yes

Buyout to Return
Option

4.6.8 (d) Yes
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Equipment
Upgrade or
Downgrade

4.6.8 (e) Yes

Non-
appropriation of

Funds
4.6.8 (f) Yes

Assignment

4.6.8 (g) (i) No
The “assigned” entity would need to pass a
credit check and agree to execute an
assumption agreement without restriction.

4.6.8 (g) (ii) Yes

4.6.8 (g) (iii) Yes

Early
Termination

Charges

4.6.8 (h) (i) Yes

4.6.8 (h) (ii) Yes

Default

4.6.8 (i) (i) Yes

4.6.8 (i) (ii) Yes

4.6.8 (i) (iii) Yes

4.6.8 (i) (iv) Yes

4.6.8 (i) (v) Yes

Remedies

4.6.8 (j) (i) Yes

4.6.8 (j) (ii) (1) Yes

4.6.8 (j) (ii) (2) Yes

4.6.8 (j) (ii) (3) Yes

Customer
Service

4.7.2 Yes

4.7.3 Yes

4.7.4 Yes

4.7.5 Yes

4.7.6 Yes

4.8.1 Yes
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Equipment
Demonstration
Requirements

4.8.2 Yes

4.8.3 (a) Yes

4.8.3 (b) Yes

4.8.3 (c) Yes

4.8.3 (d) Yes

4.8.4 Yes

Ordering and
Invoicing

Specifications

4.9.1 Yes

4.9.2 Yes

4.9.3 Yes

4.9.4 Yes

4.9.5 Yes

4.9.6 Yes

4.9.7 Yes

4.9.8 Yes

4.9.9 Yes

4.9.10 Yes

4.9.11 Yes

4.9.12 Yes

Delivery
Requirements

4.10.1 Yes

4.10.2 Yes

4.10.3 Yes

4.10.4 Yes

4.10.5 Yes
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4.10.6 Yes

4.10.7 Yes

4.10.8 Yes

4.10.9 Yes

4.10.10 Yes

4.10.11 Yes

Equipment
Installation

Requirements

4.11.1 Yes

4.11.2 Yes

4.11.3 No

Toshiba agrees to load print drivers on up to
two (2) computers per device at no cost. A
fee may be charged to load additional print
drivers.

4.11.4 Yes

4.11.5 Yes

4.11.6 Yes

4.11.7 Yes

Inspection and
Acceptance

4.12.1 Yes

4.12.2 Yes

4.12.3 Yes

4.12.4 Yes

Security Requirements

Network and
Data Security

4.13.1 (a) Yes

4.13.1 (b) Yes

4.13.1 (c) Yes

Sensitive
Information

4.13.2 Yes

Data Breach 4.13.3 Yes
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Authentication
and Access

4.13.4 (a) Yes

4.13.4 (b) Yes

4.13.4 (c) Yes

4.13.4 (d) Yes

Hard Drive
Removal

4.13.5 (a) Yes

4.13.5 (b) Yes

4.13.5 (c) Yes

4.13.5 (d) Yes

4.13.5 (e) Yes

4.13.5 (f) Yes

Warranty Requirements

4.14.1 Yes

4.14.2 Yes

4.14.3 Yes

4.14.4 Yes

4.14.5 Yes

4.14.6 Yes

4.14.7 Yes

4.14.8 Yes

4.14.9 Yes

4.14.10 Yes

Lemon Clause 4.14.11 (a) Yes

Toshiba will utilize our Total Quality
Commitment program, as set forth in Section
2.1 of Toshiba’s proposal summary, to meet
this requirement for Toshiba devices. If your
new Toshiba product does not operate within
product specifications, Toshiba will replace
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the product at no charge with a model of
equal or better features and specifications.
For non-Toshiba products being offered, we
would utilize the manufacturer’s existing
warranty programs.

4.14.11 (b) Yes

4.14.11 (c) Yes

4.14.11 (d) Yes

Toshiba will utilize our Total Quality
Commitment program, as set forth in Section
2.1 of Toshiba’s proposal summary, to meet
this requirement for Toshiba devices. If your
new Toshiba product does not operate within
product specifications, Toshiba will replace
the product at no charge with a model of
equal or better features and specifications.
For non-Toshiba products being offered, we
would utilize the manufacturer’s existing
warranty programs.

4.14.11 (e) Yes

A Purchasing Entity must maintain an
uninterrupted Maintenance Agreement with
a Contractor authorized reseller or dealer on
all purchased Devices in order for this clause
to apply past the initial ninety (90) day
warranty.

4.14.11 (f) Yes

Toshiba agrees to this clause, with the
following change: four (4) times for the same
functional issue in any four (4) week period
for Toshiba products.

Any Device that fails (except due to operator
error) to function in accordance with the
Manufacturer’s published performance
specifications, four (4) times in any four (4)
week period due to the same functional
issue, and/or is subject to recurring related
problems, shall be replaced with a new
Device that meets or exceeds the
requirements of the original Device, at no
cost to the Purchasing Entity. For non-
Toshiba products being offered, we would
utilize the manufacturer’s existing warranty
programs.
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Attachment F – Scope of Work Response

RFP-NP-18-001

Copiers and Managed Print Services

PART II

Instructions: Offeror must provide a detailed response to each of the questions (and their sub-questions)
listed below. Responses will not be limited to a certain number of pages. Samples of reports or other
documents requested need to be included in Section 7 of your hardcopy Proposal packet, and in Folder 7
of your electronic submission, and must be cross-referenced so that the response and the corresponding
document can be easily located in your hardcopy Proposal packet.

1) Per Subsection 4.3 of the RFP:

a) Describe your process for selecting Dealers to provide Products and Services under a resulting
Master Agreement.

All Toshiba Dealers (“Authorized Service Providers/Service Providers”) selected for our program
must meet specific company criteria as they relate to corporate governance, goodwill, metric
performance, financial strength, employee satisfaction and customer satisfaction. Service
Providers are subject to flow down terms and conditions and service level agreements (SLAs) for
the applicable contract on which they are engaged with Toshiba.

Once the prospective service provider has reviewed and agrees to the terms and conditions for
participation set forth in the Toshiba National Account Program and submitted the required
documents, Toshiba’s Executive Sales Team will review the documents and determine whether
authorization to participate as a Toshiba Authorized Service Provider will be granted.

To commence their participation in the National Account Program, the service provider is
required to meet the following minimum standards:

 Carry the full-line of products that they are authorized to sell and service.

 Maintain regular business hours of, at a minimum, Monday through Friday from 8:00 a.m.
to 5:00 p.m. local time.

 Solicit Toshiba accounts only within their authorized territory.

 Be in good financial standing at all times.

 Be staffed with factory-trained technicians for service and repair for each model they are
authorized to sell.

 Maintain a sufficient staff of technicians to cover all placements.

 Maintain a loaner product for any Toshiba equipment placed out of service for more than
48 hours.

 Respond to service calls within the time designated by the specific contract.

 Provide all initial deliveries, installation and start-up supplies.

 Remove products at the end of a lease or contract termination as directed by the contract.

Offeror Name: Toshiba America Business Solutions, Inc.
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Once all the above conditions are met, then Toshiba will work with the authorized service
provider in establishing a Toshiba agreement.

b) Describe how your organization will on-board your Dealers and handle issues of poor
performance.

Toshiba invests heavily in our Authorized Service Provider/Dealer channels. In turn, we
establish very clear expectations of all service providers up front including standards of quality,
adherence to service levels, safety, security, and compliance with Toshiba policies and
procedures. All Service Provider agreements contain performance thresholds and incentives
which are continually measured and tracked. Both company-owned and independent Toshiba
Service Providers are bound by the terms and conditions of their Service Provider Agreement
and National Account Program Agreement, which is reviewed and executed annually. Both
agreements bind the service providers to strict National Account Policies and Procedures.

The first line of responsibility for Service Provider performance is the National Accounts
Manager assigned to the Service Provider’s region. The National Accounts Manager conducts
formal periodic reviews of the Service Provider’s performance. Service Provider performance is
tracked and measured for timeliness and quantity of customer’s replacement parts and
supplies. Customer surveys are routinely used as another measure to track performance and
ensure they are meeting their customer’s service level agreements, the quality of products and
services are acceptable, and that customer relationships are positive.

On an individual level, each of our service providers is responsible for monitoring their
employees’ performance to ensure that they continue to meet or exceed the required service
levels. Personnel are reviewed formally generally on an annual basis, and informally on an as-
needed basis, the purpose of which is to provide feedback on their performance and set goals,
both for the evaluated employee and for Toshiba management.

Substandard performance as revealed by customer feedback, observed work practices, and
unacceptable quality levels receive the immediate and personal attention of the National
Account Manager and may result in remedial training, employee reclassification, or
termination. In the event a personnel issue should arise and cannot be resolved through
training or disciplinary efforts, they will make a personnel change immediately.

c) How will you ensure that your Authorized Dealers will offer the correct contract pricing to
Purchasing Entities, and that the contract is being utilized correctly?

Our National Account Program is a cooperative effort by Toshiba and our service providers to
share growth and revenue by providing:

 Customers with a direct relationship with the manufacturer

 National consistency in pricing, contracts, and terms and conditions

 Management information system support and account control

 Financial flexibility through a variety of product acquisition programs

 National accountability for service

Toshiba assists service providers in developing and establishing purchase and lease placements
with entities whose business status falls into the Toshiba Account category. Through the
collaborative efforts of Toshiba executive program staff and its service providers, further
market penetration is achieved.
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Our management staff provides expert and skilled administrative, technical and marketing
support for our service providers. Additionally, the National Account Program provides careful
strategies and the right mix of product, price, service, and program to establish market share,
growth and continued presence in the marketplace for Toshiba and its service providers.

d) In the event a Dealer becomes non-compliant with the contract and refuses to provide Products
or Services to a customer, describe how your organization will handle this issue and the
measures that will be put in place to ensure it doesn’t happen again.

While we expect our service providers to maintain superior levels of service and customer
satisfaction, in the unlikely event a service provider fails to meet any of their obligations,
Toshiba will attempt to proactively address the problem before it impacts the customer. We
provide our Service Providers the opportunity to correct a problem, with direction that
includes:

 Discuss with them the quality of work, performance against metrics, timeliness of
service, customer satisfaction, and cost controls.

 Assess the magnitude of the situation and develop a formal corrective action plan.

 Suggest new processes to prevent deficiencies from recurring.

If the service provider is still unable to perform the work to Toshiba’s and the customer’s
satisfaction, then another qualified service provider will be assigned to your account. Toshiba
partners with our service providers to encourage open communications and integration into
the Toshiba organization. This teaming environment will facilitate our ability to resolve conflicts
and satisfy our customer’s requirements and expectations.

e) What type of training do you provide to your Dealers, and how will you ensure that new staff is
properly trained in the nuisances of each Participating Addendum? Provide a sample training
plan or information sheet that you will give to your Dealers.

Toshiba will fully engage our Service Provider community upon award and provide the
necessary training and instructions during the Implementation phase. A sample Service
Provider launch package (NASPO Reseller Playbook) that we successfully employ for our NASPO
ValuePoint Participating Addendum for the State of Washington is shown in Section 7. This
playbook serves to introduce Service Providers to the program and provides specific
instructions and training under the PA.

The example below illustrates the steps we typically take when launching a new consortium
project. This go-to-market strategy and timeline would be developed and finalized jointly with
NASPO and is subject to final award.

Timeframe Action Item Tasks Owner

Day 1 - 10 Upon award, meet with NASPO
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 States and/or
Entities and obtain contacts to develop
communications channel (sales,
marketing, follow up)

Director of Sales
Regional Sales Managers
Director, Bids, Proposals
and Contracts
Contract Management

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 Sales
Regional Sales Managers
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Timeframe Action Item Tasks Owner

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

Contract Management

Day 7-45 Implementation/Operations
and Service Provider
Engagement

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

 Development of NASPO/Toshiba
website for information, ordering and
contract details

 Development of Punch-Out Catalog

 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

 Service Provider launch packages (order
instructions) with rules of engagement
and Service Provider sign off to
participate

 Provide link from NASPO ValuePoint
intranet to Toshiba’s web portal

 Sales & Admin Reporting

 Set up web portal for ordering

 Develop advertising budget and
calendar

Implementation Project
Manager
Implementation Team

Day 45-90 Engage Toshiba’s Corporate
Marketing Team to advertise
the Contract benefits and drive
awareness

 Create initial program materials &
communications

 Formal Announcement -
NASPO/Toshiba relationship to all
participating States

 Collaborate with NASPO to promote
contract

 On-Line eLearning to ensure Account
Managers, direct branches and Service
Providers understand the sales cycle
processes and procedures for NASPO
ValuePoint

 Intro article for NASPO ValuePoint
newsletter /website /other
correspondence

 Mail/e-mail blast to NASPO ValuePoint
member community, include Service
Providers contact info, web portal

 Sales Blasts (internal/external)

 Design advertising for trade
publications

Director of Marketing
Marketing Communications
Manager

Day 45-90 Sales/Account Management  Assign Sales Staff

 Service Provider Incentives

 Opportunities tracked via Sales Force
automation system

 Monthly Reviews

 Activity Reports

 Provide ongoing Service Provider email
communication and mailers

 Host orientation meetings with key
users

Director of Sales
Regional Sales Managers
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Timeframe Action Item Tasks Owner

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

f) How does your organization plan to provide continuing education for your Dealers to ensure
that they are kept up-to date on Master Agreement and Participating Addenda modifications
and/or amendments?

The dedicated corporate staff at Toshiba provides continuing account management and
professional integrity to ensure that the Master Agreement and any Participating Addendums
are consistently applied to Toshiba and our service providers. In addition, in accordance with
our National Program policies and procedures will be implemented that include, but are not
limited to:

 Uniform pricing for all of customer locations nationwide.

 Consistent pricing according to customer classification and needs.

 Manufacturer responsibility and proactive involvement to resolve account issues.

 Uniform billing and management reporting for customer use.

 Extensive administrative support for shipping, billing, receivables, customer reporting
and financing.

 Qualified sales representatives and corporate management personnel available to assist
the service provider in bidding and negotiating contracts.

 Toshiba sales representatives available to assist in joint customer sales calls.

 Responsive and flexible nationwide program.

2) Per Subsection 4.5.2(f) of the RFP:

a) Describe your process for determining Useful Life on a Device, with the understanding that it is
not always based on passage of time alone.

 Do you factor in down-time, parts replacement, and number of Service Calls etc.?

Toshiba supports parts, supplies, and consumables for Toshiba MFDs and authorized printers
for seven years after the last date of manufacture, so NASPO and participating agencies can rest
assured that our devices can operate well past five years when properly maintained and
genuine Toshiba parts and supplies are used. However, we generally recommend that
customers refresh their devices after five years, so they can take advantage of new printing
technologies, increased speeds, and improved integration capabilities as well as to reduce
overall operating costs. We guarantee to service and support your products for the entire
contract term or commensurate with the lease term, which may survive the contract term.

Toshiba is offering its latest generation of multifunction products that were introduced in 2018.
These newly-engineered MFDs blend a feature set to address the print, document management
and workflow needs of virtually any business application. The new software and hardware
elements, which include Intel’s new processor, customizable tablet-style user interface,
Embedded Application Platform and Dual-Scan Document Feeder (DSDF) highlight Toshiba’s
innovative product portfolio.

When evaluating the customer's existing legacy printers, Toshiba will follow standard best
practices, considering several factors, such as:
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1) Age of device and the cost of service. When the repair would require substantial
investment to repair and the cost of service is more than 50% of the cost of the device,
we generally recommend that the device be replaced.

2) The need for confidential/private printing (i.e. executive, personnel, finance, etc.)
3) Load balancing. If a low volume device is deployed in a high print area, the device may

be better suited redeployed to an area with lower volume requirements to extend
equipment life. The same would hold true for a high-volume device in a low print area.

4) Lower the TCO of your printer fleet. To take advantage of lower costs and higher
efficiencies, it may be wise to migrate some printer volumes to more cost-effective
printers or multifunction devices.

Toshiba can identify your device mix, placement, workflow, employee-to-device ratios, etc., and
then recommend an approach that leverages existing devices, possible redeployments along
with replacement and retirement of others. Toshiba can assess the issue and provide you with a
professional recommendation prior to actions being taken.

b) Describe your ability to perform maintenance on Legacy Equipment.

 Are you able to provide service on customer owned Equipment that was acquired from
another Manufacturer? If so, how?

Yes. Toshiba’s Managed Print Services program, featuring
PageSmart automated toner replenishment and related
printer maintenance services, is designed to reduce the
administrative burden associated with managing your printer fleet. The benefits of
automated just-in-time toner shipments include ensuring correct toner is ordered each
time, supplies aren’t misplaced because they are used within days of arrival and
expenses are reduced.

PageSmart is a comprehensive supplies management, service, and fleet monitoring
program that will meet all the customer’s needs to manage your print fleet. It starts
with a thorough understanding and assessment of your current fleet. We collect
information electronically on your assets to confirm what devices are included, the
location and primary site contact, along with an advance inspection of the devices to
ensure they are in good working order with a minimum of 15% toner supply levels. We
can service over 1,000 different makes and models of printers from printer
manufacturers that include Lexmark Brother, Hewlett-Packard, Canon, Dell, Epson,
Kyocera, Okidata. Ricoh, Samsung and Xerox. This list is constantly updated as new
printers are introduced or refreshed.

Toshiba has strategic partnerships with Brother, Lexmark, HP, Kodak Alaris and KIP
America which give Toshiba customers access to their extensive suite of award-winning
business-class multifunction printers (MFPs), printers and scanners. Thus, a one-stop
shop for NASPO ValuePoint and participating States and Entities to a wide array of
printing and scanning products and associated peripherals.

o Are your Technicians cross-trained in multiple Manufacturer Devices?

Yes. All our direct service branches and many of our independent service
providers are service trained and qualified on products from Lexmark, Brother
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and HP. Toshiba’s National Service Program allows us to offer nationwide on-
site service to all approved print devices.

c) How will you ensure that your Dealers are adhering to the time-frame and pricing requirements
as outlined in 4.5.2(f) (iii) and (iv)?

Our National Accounts Manager for NASPO ValuePoint will conduct formal reviews of each
assigned service provider. Their performance is tracked and measured for overall quality and
customer satisfaction. Customer surveys are routinely used as another measure to track
performance and ensure they are meeting their customer’s service level agreements, the
quality of products and services are acceptable, and that customer relationships are positive.

3) Per Subsection 4.5.3 of the RFP:

a) Describe the methodology used to develop your organizations performance standards and the
processes and tools used to monitor and measure performance against those standards.

Toshiba standardizes our Service Level Agreements (SLAs) for each customer to ensure
consistent and high levels of service regarding of location. During initial account planning,
Toshiba and the participating State will jointly develop SLAs for all aspects of device and service
performance, clearly outlining equipment/supply delivery times, uptime, service response
times, and days/hours of coverage that meet or exceed all your performance objectives.

Toshiba’s National Service Department tracks specific key service performance metrics such as
system uptime, response times, time and copies between failures; time to completion; multiple
calls for the same problem; callbacks; machine service history; and other meaningful data. This
data is evaluated to ensure service providers are meeting or exceeding their service level
objectives and obligations. Any problems that we identify are analyzed for root cause and
corrective measures are promptly enacted. This information is provided to Toshiba’s Account
Manager for NASPO ValuePoint, who shares this information during regularly scheduled
business review meetings.

b) Provide a sample report which contains the following data: Uptime percentage (%) per fleet of
Devices, number of Service Calls placed, Response Time per Device, dates that Preventative
Maintenance was performed, hours of end-user training performed, and estimated end of
Useful Life per Device based on current usage.

An integral component of our program is the Global Services Portal (GSP), a multi-level online
resource that allows authorized users to view, track and report:

 Service Reports –Detailed view of service history and metrics

 Usage Reports – Detailed view of device counter and usage data.

 Population Reports – Detailed view of device locations throughout the enterprise.

Internally, 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.
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We provided Sample Reports as a separate attachment in Section 7.

 Can customers obtain this reporting information online? If so, how do they access it? Is
a log-in required?

Yes, GSP reports are available online to authorized users, who will have access to a variety of
information upon successful login.

o Can the information be exported?

Yes.

o Can customers obtain their own Ad-hoc reports?

Yes.

 What additional tools or features does your reporting system offer?

Once the user successfully logs into GSP, he or she is given access to a variety of information
including announcements, training materials and other information customizable at the user
level according to the specific needs of the customer.

The Customer Content section includes the following areas:

 Contract Pricing – Bulletin board for contract and/or pricing information.

 User Reference Materials – Bulletin board for device information, service manuals,
operating posters, training materials, and other useful topics of customer interest.

The Create Service Tickets section allows you to place service and supply requests via GSP.

The Fleet Management section allows you to gather information about your fleet, check the
status of an equipment order, create move requests, and check service billing.

The Create Service Tickets section allows you to place service and supply requests via GSP.

The Fleet Management section allows you to gather information about your fleet, check the
status of an equipment order, create move requests, and check service billing.

Other useful product information such as user reference manuals, contract information, and
pricing will be available to you as well.

c) Provide a copy of your organization’s standard SLA. This SLA must, at a minimum, adhere to the
requirements outlined in Subsection 4.5.3(b).

See Section 7 for standard SLAs that Toshiba offers its customers.

d) Describe your organization’s ability to meet or exceed the Service Response Times as outlined
in Subsection 4.5.3(b)(vi).

Toshiba can meet or exceed the service response times for Urban, Rural and Remote Service
Zones for Groups A, C and E. For Remote locations, additional fees may apply. For Group D, we
can agree to the specified response times for Rural and Remote Service Zones and Next
Business Day response time for Urban Service Zone; a 4 - 6 hour response time can be
negotiated beforehand for an additional rate. For Group F, depot service would apply.

e) How does your organization measure Technician performance?
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 Are they evaluated based on the number of Service Calls completed, or the amount of
time at a Service Call?

Toshiba service providers are evaluated regularly to ensure they continue to meet prescribed
standards in their field service operations, training, customer relations, preventive maintenance
program, and equipment.

f) Describe your end-user training process for Equipment. How do you allocate resources to
conduct the training?

Toshiba’s Training Program for NASPO ValuePoint will include end users, key operators, IT staff
and any stakeholders involved in or impacted by our program. At no cost, Toshiba will conduct
user training on all Toshiba products being offered for as many users as required. As the fleet is
installed, Toshiba’s Training Team at each Agency location will coordinate on-site training that
covers basic copying, printing, scanning and faxing operations. Basic training will ensure your
staffs’ ability to perform common daily functions; Key Operator training will cover more
advanced functions.

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.

Training schedules, location, and frequency of sessions will be mutually agreed upon with
appropriate Agency representatives. Initial training generally occurs upon delivery of new
Toshiba products, at no cost, in the following areas:

User Training: This 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. The number and types of units by location, system
functionality, and specialized applications will be used in designing our training curriculum.

These sessions cover, at a minimum:

 Basic print, copy, scan and/or fax functions

 Hands-on operating experience

 Feeder functionality and paper supplies

 Finishing options and exposure settings

 How to make a copy from glass and/or PC

 How to make a duplex copy

 How to reprogram drawers

 Zoom features and functions

 Special Applications

 Who to notify if service is needed

Key Operator Training: This training provides a dedicated individual (Key Operator) with a more
in-depth overview of the equipment than a basic user. An important objective of the training is
to give these individuals hands-on training in non-technical maintenance, such as replacing
toner, and cleaning the glass. These sessions cover topics such as:

 Overview of all functions of the equipment
o Problem determination/correction procedures
o How to add paper and staples
o How to clear a misfeed
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 Administrative issues (how to order supplies request service, etc.
 Service contacts/service call procedures

Web-based Training: 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

User Guides: Each Toshiba MFP will be accompanied by Operating
Instructions and a Quick Start Guide, which describes and illustrates
the basic functions of the equipment. The Operating
Instructions can be posted near the device as it
helps walk end users though the process of
performing common tasks, and thereby increases
their comfort level with the new device.

 Operating Instructions Guide: Describes and

illustrates basic functions of equipment

 Comprehensive Operating Manual (“Quick

Start Guide”)

These Operating Instructions and Quick Start Guides are also available electronically at:
http://business.toshiba.com/usa/support/index.jsp

Solutions Training: Professional Services staff will conduct face-to-face training on any new
software tools procured or required under this agreement. These individuals are fully trained
and certified on the products we offer and will train both IT personnel and end users during
initial installation and provide on-going support throughout this program.

Additional Training: Toshiba will train users on our account management tool, the Global
Services Portal. Training will encompass a general overview of the site, report generation,
ordering instructions, product training and other site aspects as appropriate. Training materials
are also available for self-instruction. Toshiba can also provide refresher training to its users,
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particularly when new models or technologies are introduced into your environment. The
depth and manner of this training will be like that of initial training.

 How long are your training sessions?

Training is generally conducted over a two- to five-day period depending on the number
and availability of users requiring training, and we conduct post implementation follow-
up training as needed.

The length of each training session will vary based on training users’ needs and
background, previous knowledge and machine features and software applications.
Training is considered complete only after all users and key operators are comfortable
and feel competent in the complete operation of the hardware.

g) Describe how your organization provides proactive Preventative Maintenance to address
technical issues before they become operational problems.

Service technicians follow a recommended preventive maintenance (PM) schedule that is specific to
the MFP and typically monitored by print counts. Periodic maintenance policies and procedures
ensure ongoing reliability of Toshiba’s products and eliminating unnecessary downtime and
operating expenses. When the device reaches the print count, it will flag when an item is scheduled
for replacement. This schedule can be adjusted as necessary as indicated by any available historical
data and/or accumulated experience with the equipment, or when requested by the customer.

Preventive maintenance typically includes, but is not limited to:

 Complete inspection of hardware
 Routine cleaning, lubrication and vacuuming
 Make all necessary adjustments
 Replace worn or broken parts
 Replace consumable items as recommended by Toshiba Service such as feed tires, fuser-

cleaning components and charge coronas
 Replace environmental consumable items as recommended by Toshiba Service such as

ozone, developer and optics filtration components

Service technicians will pay attention to worn parts, replacing them as necessary, and all areas
related to copy and print quality so that no deterioration should be noticeable between PM visits. At
the conclusion, the technician will run several test copies, checking the copy quality, density, and
registration. Where necessary, the technician will make adjustments. In addition, the technician
checks the operation of all paper trays, paper feeders, and finishers and ensures that all the features
are functional. The technician also thoroughly cleans the area around the machine and removes
packaging materials, old components, and debris from the premises. These steps enable the
customer to immediately resume use of the machine in a clean, well-kept environment.

A service logbook is maintained by each machine so that the University personnel can quickly
determine machine performance history and PMs and log the beginning and ending meter reading
during maintenance.

To simplify the PM process, Toshiba products use "service modules" that greatly lowers service costs
and maximizes uptime. When you replace these modules, you are essentially refreshing the entire
imaging system. Contained in these modules are the components that need to be replaced to
maintain optimal image quality and system performance, such as the fuser assembly, drum, transfer
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assembly, charge corona wires, and developer unit. Each of the service modules is designed to go
the entire span of the periodic maintenance interval.

 What type of Preventative Maintenance is done at the time of a Service Call?

At the time of a service call, the service technician will also perform preventive
maintenance and inspections (PMIs) and identify and correct minor deficiencies.

h) Describe your process for communicating with customers regarding inoperable Equipment,
including updates for resolution timeframe, and any parts, Accessories, or Devices that are on
back-order.

In the event one of your devices experiences a severe service issue, Toshiba's Account Manager
will escalate the issue to our local service provider and in-house Service Department who will
take the following general steps:

1. Meet with local staff and review the problem.
2. Assign internal engineering resources as needed.
3. Determine a solution that is appropriate and acceptable to the customer.
4. Arrange for expedited replacement parts or loaner equipment, if necessary.
5. Document the occurrence and resolution.
6. Formulate an action plan to avoid a recurrence.
7. Review the issue during the next scheduled account review.

Toshiba backs each of its products with the best Equipment Performance Warranty in the
industry: our Total Quality Commitment (TQC) Program. This is our guarantee that your
equipment will perform to specifications during the term of the lease or it will be replaced.

For new equipment orders, each Toshiba device is automatically assigned an individual asset
number tied to the serial number within our product database for easy identification and
tracking. Upon receiving an order for new products, the Account Specialist assigned to NASPO
ValuePoint account will assign corresponding asset(s) to your account, then process and track
the order through shipping, and coordinate receipt with the local servicing provider for delivery
and installation.

If provided with a contact to communicate, we can notify the customer 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.

4) Per Subsection 4.5.4 of the RFP, how do you ensure that software patches and updates are
communicated to the customer?

Toshiba provides software and firmware upgrades for our products several times a year, at no additional
cost. These upgrades are generally performed during a service and/or maintenance call to improve
product functionality and security and enable our products to support emerging technologies, such as
new operating systems. Except for our fleet monitoring tool, all software is web based and hosted
remotely; therefore, firmware updates will be transparent. The fleet monitoring tool is a server-based
application and can be updated as needed by the customer. Updates and patches are generally
performed via our e-Bridge Cloud Connect solution or can be done by a Toshiba service technician during
a service and/or maintenance call.
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The standard QA is applied by the factory before firmware is released to the field. Toshiba does
installation testing on files posted for distribution on our web site primarily to assure the distributed files
are the correct ones. The current staff involved with deploying factory firmware each has 20+ years’
experience supporting Toshiba products at the corporate level. We are currently training one new
member of the team with 10+ years’ experience maintaining Toshiba corporate data systems who will
take on some of the web content management processes.

5) Per Subsection 4.7 of the RFP:

a) Describe how your organization responds to customer complaints. Identify your escalation
process and the personnel that will handle these issues.

Toshiba is committed to customer satisfaction and has implemented specific procedures to
promptly address any customer problems. Toshiba's Account Manager assigned to the NASPO
ValuePoint Participating State will facilitate service issue resolution with the local servicing
office. Technical problems will be escalated to the person who is the technical expert in the
relevant area and who is empowered to take corrective action. In addition, Regional Technical
Advisors and Marketing Support Engineers are available during normal business hours to help
troubleshoot and resolve complex issues, if necessary. In all cases, the Account Manager will be
kept apprised of the status to ensure the problem is resolved in a timely manner.

Although the areas requiring technical assistance will be varied in degrees of severity and
complexity, all situations will be resolved following the same standard procedures:

 Meet with local staff responsible for service delivery.

 Review the problem.

 Assign internal engineering resources as needed.

 Determine a solution that is appropriate and acceptable to the customer.

 Arrange for expedited replacement parts or loaner equipment, if necessary.

 Document the occurrence and resolution.

 Formulate an action plan to avoid a recurrence.

 Review the issue during the next scheduled account review with customer team
members.

During regular account reviews, issues raised by the customer and any recommended product
and process improvements are tracked for closure. Internally, the Toshiba Service Manager
leads team meetings to discuss and respond to product and service issues and customer
complaints. Actions are prioritized and assigned to the appropriate department or team for
implementation.

Generally, technical or equipment issues are worked through and resolved through the above
channels. When further technical support is needed, service technicians have access to Level 2
support, which is Toshiba’s InTouch Center. Although the areas requiring technical assistance
are varied in degrees of severity and complexity, technical support generally follow these
standard procedures.

Hardware Support Process:

 Staffed by certified Toshiba engineers

 Equipped with all current products

 Engineers gather, document and evaluate information from the technicians
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 Perform troubleshooting

 If the issue cannot be duplicated in the lab, it is escalated to Level 3, Client Services
Delivery Specialist who will assign a field visit for on-site troubleshooting and repair.

 If the issue is duplicated, it is escalated to Level 4, which is the Advanced Technical
Service Group. This Group works closely with the engineering department to resolve
the issue. The Client Services Delivery Specialist is also notified.

Connectivity Support Process:

 Staffed by certified network professionals

 Equipped with all products and network platforms

 Engineers gather, document, and evaluate the information from the customer or
technician

 Perform troubleshooting/remote session (if allowed by the customer)

 Replicate network environment

 Issue is resolved

 If the issue cannot be duplicated within the lab, it is escalated to Level 3, Client Services
Delivery Specialist who will assign a field visit for on-site troubleshooting and repair.

 If the issue is duplicated it is escalated to Level 4, which is the Advanced Technical
Service Group. This Group works closely with the engineering department to resolve
the issue. The Client Services Delivery Specialist is also notified.

b) Describe how you assess customer satisfaction. Do you send out user surveys, call customers
directly, or schedule routine on-site visits?

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.

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.

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.

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
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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 NASPO
ValuePoint.

c) What are your quality assurance measures and how are they handled in your organization?

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.

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.

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.

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
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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 to ensure quality of procurement items at all times.

6) Per Subsection 4.9 of the RFP:

a) Describe the ordering process, including steps to expedite Orders.

Upon signing the purchase order and purchase agreement by the customer’s authorized
representative, the following describes a high-level explanation of how orders are fulfilled. The
following is a sample timeline of events.

Day 1: Order documents are sent to Toshiba
Days 2 – 4: Toshiba approves the appropriate documents
Day 5: Toshiba will process the order
Days 6 - 7: Order is released and shipped
Days 8 - 12: Order is received by local Toshiba Service Provider
Days 12 - 15: Machine installed at the customer’s location and on-site training is scheduled
[* Days are counted as business days.]

All hardware orders will first be routed through Toshiba in accordance with the Implementation
Plan. Toshiba will have assigned an Account Specialist as part of Toshiba’s Account
Management team. The Account Specialist will process the order and coordinate with the
servicing provider.

New Toshiba product is shipped directly from Toshiba TEC factories to our main warehouse in
Memphis, Tennessee. Once an order is received, the product is shipped to the installing service
provider facility, where it is prepped and inspected prior to delivery and installation. The service
provider will arrange with the customer of the best and most convenient date and time for
delivery to your location. Any rejected shipments due to damage, shortages, or other
discrepancy are handled by the service provider. Therefore, the State would never encounter a
situation where delivered product is damaged or non-conforming. Toshiba may charge for the
use of stair-climbers or extraordinary delivery methods (i.e., crane) may result in an additional
delivery charge.

Non-Toshiba printers are shipped directly to the end-user location. If desired, Toshiba may
quote a professional service fee for on-site delivery and set-up of non-Toshiba products.

Order Tracking

A dedicated Customer Support Representative (Account Specialist) will assist with day-to-day
administrative duties, including facilitating smooth order processing and efficient
communication. The Account Specialist checks order status daily to ensure prompt delivery and
acts to resolve any outstanding issue. New equipment shipments are tracked by Toshiba's
Account Specialist, who checks activity on a daily basis. Each product and parts order is
assigned a tracking number and tracked by the Toshiba Shipping Department in an Oracle
database. Each night the database is updated with the carrier tracking number, which we use to
track the status of the shipment.

Customer Service and Inquiry Support
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The State will be supported by members of our TABS Operations and Customer Service
Department comprised of Account Specialists, Billing Administration, Customer Service
Coordinators and other support staff. An Account Specialist is assigned to each major account
and are responsible for the following customer duties:

 Process equipment, accessory, and supply orders for Toshiba business channels

 Receive incoming customer calls on non-technical issues. Typical questions involve
billing adjustments, order adjustments, backorder information, shipping information,
estimated time of arrival (ETA) on order shipments, Service Provider referrals, etc.

 Contact Toshiba Service Providers on order discrepancies, like pricing, equipment
configurations, paperwork, training issues, backorders, etc.

 Coordinate with the warehouses to expedite orders.

 Coordinate with Transportation and Import/Export department on shipping issues.

 Coordinate with Service department on damage issues.

 Coordinate with the TABS Marketing Department on special pricing issues.

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. Toshiba MFDs are
prepped and inspected prior to delivery and installation; therefore, agencies would never
encounter a situation where delivered product is damaged/non-conforming.

b) Describe your organization’s process for resolving disputed invoices, including escalation
procedures.

Toshiba will provide all invoicing and reconciliation as required and requested by the State. We
will audit the first-generation invoice to ensure accuracy of pricing, authorized hardware and
device configurations in addition to the capture of required custom fields. If, for some
unforeseen reason, an area does not exceed expectations, Toshiba will perform a root cause
analysis and immediately put into place a corrective plan to drive compliance.

Should our client identify a billing issue, we request that they immediately bring it to the
attention of NASPO’s assigned Account Specialist who acts as the central focal point for
customer billing issues, allowing them to coordinate communication between all impacted
parties. All customer phone calls, letters or other correspondence are forwarded to the
Account Specialist to ensure that the customer’s billing issue is in writing for us to take proper
and immediate action.

For billing issues, Toshiba will, as a minimum, take the following actions:

Step 1 Account Specialist responds to the customer’s billing inquiry via phone and/or e-mail
and obtains the necessary background information within the same business day.

Step 2 Account Specialist researches the issue and contacts either Accounts Receivable (for
hardware billing issues), Full Service Maintenance (for service billing issues), or
Funding Source (for lease billing issues), as needed to resolve.

Step 3 The Account Specialist follows up with the customer upon resolution, or periodically
to convey progress.

Step 4 If the billing issue is still outstanding after two weeks, the Account Specialist will
escalate the billing issue to the Customer Service Manager. A courtesy follow-up call
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or e-mail will be made to the customer stating the progress and corrective actions
being taken.

Step 5 If, after 30 days, the customer’s billing issue still cannot be resolved, then it is
escalated to the Director, ESS Customer Service - Operations Support Team to ensure
the issue is resolved quickly and satisfactorily.

c) Describe your organization’s process for issuing refunds or credits to customers due to invoicing
errors, over-payments and Product returns.

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);

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.

Manner of Return: Where possible, the customer must return a product in its original packaging
or crating. All product returns will be facilitated by Toshiba’s authorized service provider.

Restocking Fees: Toshiba will not charge any restocking fee and will pay all return shipping costs
unless the product is ordered in error.

Incorrectly Ordered Device: A Product Return Authorization number is issued, return shipping
costs are the responsibility of the customer, a 15% restocking fee would be charged.

7) Per Subsection 4.13.3 of the RFP:

a) Provide a copy of your organization’s Data Breach plan.

Toshiba’s security procedures that are relevant to the NASPO ValuePoint contract concern the
security and protection of data, documents and access to our multifunction systems. These are
addressed in our Security Plan show as an attachment to Section 7 of this proposal.

We have internal policies concerning issues concerning physical security, property and access
control, confidential information, intellectual property, fire protection and theft; and to provide
a safe and secure working environment. We actively monitor our network for intrusions.
Toshiba has internal policies and procedures for dealing with security breaches, including
notification of clients and any related outside law enforcement entities. Upon identification of
a breach, we take the appropriate steps as outlined in our policies. We consider these policies
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to be confidential and we would be happy to share specific information pertinent to the NASPO
ValuePoint contract should we be awarded this contract.

b) Describe, in detail, how it adheres to the NIST standards outlined in Exhibit E (NIST Computer
Security Incident Handling Guide). Your response must include your policies regarding breach
detection, notification, and response time.

Each Toshiba MFD comes standard with Self-Encrypting Drive (SED) Technology using Toshiba's
proprietary Wipe Technology which allows sensitive user data to be securely erased when a
system is powered-down or when a SED Hard Disk Drive (HDD) is removed. The SED encrypts all
data on the hard disk using an Advanced Encryption Standard (AES) 256-bit algorithm.
Therefore, even if the HDD is stolen and installed in another product and an attempt is made to
read data from the HDD, data invalidation works to prevent information leaks. 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.

The Security Stamp feature automatically prints the user’s information on each page during a
print job or fax transmission, inhibiting users from removing internal hard copy documents
from the premises. When this feature is enabled, the MFP prints a time/date stamp and user
information on the printed page or on the transmitted data during copying, printing, or fax
transmission. This stamp shows who generated the output, inhibiting data breaches and
provides an audit trail back to the user.

Under Toshiba’s Security Vulnerability Assessment Program, our Professional Services
consultants can analyze your devices, fleet, and enterprise document security, including devices
not manufactured by Toshiba. This assessment focuses on these key areas: device security,
access security, document security, and device 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 customer`s
document output and management.

8) Per Subsection 4.13.5 of the RFP:

a) Describe, in detail, the protocols that are followed for hard drive sanitation and removal.

Toshiba's Data Overwrite, standard on Toshiba e-BRIDGE products, overwrites the hard disk
drive (HDD) at the end of each copy, print, scan, or fax job or at regular time intervals to
prevent storage of private or confidential data. This overwrite process meets the standards
established by the U.S. Department of Defense 5220.22M. Toshiba’s Data Overwrite Kit works
by automatically deleting all data within to the hard drive with 1’s, 0’s, and random characters
after each job. Since the overwrite function runs automatically in the background, there are no
special system settings or administrative utilities. It only requires that the service technician
enable the function, which takes only minutes. This function also can be manually performed by
a service technician upon removal of the device at the end of lease.

For additional security, prior to removal of Toshiba equipment, either at the end of the lease or
for disposal, Toshiba technicians can sanitize the hard disk drive and provide the customer with
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a certificate of disk destruction upon completion. Toshiba offers basic, enhanced and optimal
security as part of our HDD removal services.

The Basic End of Life Security involves removing the uncleansed hard disk drive
(HDD) and returning it to the customer. You will be responsible for disposing of the
HDD. If your MFD has been financed, the lessor requires that the MFD be returned
in good operating condition. In this case, a new HDD is then installed and reloaded
with system firmware so that the MFD will be operational.

 Remove and return uncleansed HDD to customer

 Install new hard drive

 NVRAM and fax data scrub

The Enhanced End-of-Life Security scrub involves overwriting all the data on your
existing Toshiba MFD, including NVRAM and Fax data. If your MFD has been
financed, the lessor requires that the MFD be returned in good operating
condition. In this case, reloading the system firmware is required so that the MFD
will be operational. This ensures that data is irretrievable, and that the HDD is restored to
functional status.

 Hard drive data scrub

 NVRAM and fax data scrub

 Reload system firmware

For Optimal End-of-Life Security, in addition to the procedures included in the
Enhanced End-of-Life Security Scrub, Toshiba will provide the end user customer
with the actual MFD HDD. The customer would be responsible for disposing of the
cleansed HDD. Toshiba will install a new functional HDD in the device to restore it
to full functionality.

 Hard drive data scrub

 NVRAM and fax data scrub

 Remove and return cleansed HDD to customer

 Install new hard drive (optional)

b) How will your organization ensure that their Authorized Dealers conform to these
requirements?

Hard disk drive sanitation and removal are part of the curriculum for Toshiba’s service training
program, which all authorized service providers must complete for each model that they are
authorized to sell.

c) What is your process for ensuring that other Manufacturers don’t remove hard drives in your
Equipment?
While there is nothing that prevents the hard disk drive (HDD) from being removed from the
Toshiba MFD. However, our Self-Encrypting Hard Disk Drive is equipped with “Wipe
Technology” with Automatic Data Invalidation (ADI) that prevents the data on the HDD from
being accessed once the drive is removed from the MFD. The ADI drive will automatically make
the data unusable as soon as an attempt is made to access the data on the drive using a
computer or any other device.
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9) Per Subsection 4.14 of the RFP:

a) Describe any additional warranties you offer on your Products.

Toshiba warrants that its products will be, upon delivery in new condition and free from defects
in material and workmanship for 90 days after delivery. Toshiba’s product warranty is void (a) if
the machine is used under other than normal use and maintenance conditions, (b) if the
maintenance as set forth in Toshiba maintenance literature is not performed, (c) if the machine
is modified or altered, unless the modification or alteration is expressly authorized by Toshiba,
(d) if the machine is subject to abuse, neglect or accident, (e) if the machine is repaired by
someone other than Toshiba or an authorized Toshiba Service Provider, (f) if the serial number
of the machine is defaced or missing, or (g) if the customer uses non-Toshiba supplies and such
supplies cause abnormal service calls or are unacceptable for use with the machine or are
defective.

Under a Toshiba Full Service Maintenance Contract, maintenance for new Toshiba product is
structured as an extended service plan that includes all break/fix services including warranty
repair (defective parts and workmanship) and routine maintenance commencing upon
installation and acceptance and extends over the entire term of the contract.

Toshiba also backs each of its products with the best equipment performance warranty in the
industry: our Total Quality Commitment (TQC) Program. This performance guarantee covers the
following:

FREE REPLACEMENT: If your Toshiba copier or its accessories do not operate within Toshiba’s
product specifications during the term of this program, and if the equipment cannot be
repaired to perform within product specification, Toshiba will replace the copier or accessory at
no charge with a model of equal or better features and specifications.

FREE LOANER: If your copier is out of service for more than two (2) consecutive days (48 hours)
after notifying us or requires off-site service, a loaner copier will be provided by Toshiba at no
additional charge.

b) Have you ever encountered a situation in which a customer exercised the Lemon Clause? If so,
please describe the situation in detail, and include the type(s) of Devices this affected and your
resolution in ensuring customer satisfaction.

In response to this Lemon Clause requirement, Toshiba is proposing our Total Quality
Commitment (TQC) program that is free of charge to you for the life of the contract. There have
been occasions where the customer has brought to our attention an asset that is not
performing to published specifications or has been subject to recurring related problems. In
these instances, if our and service professionals could not return the product to good working
order, we replaced the product, at no charge, with a model of equal or better features and
specifications. Our focus always is on the customer to be completely satisfied with our
products.


