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Data Warehouse Phase 1 RFP 
1.  Overview
The RFP process invites suppliers to submit competitive bids for project work or products.
There will be a decision point on March 30th 2010.  We will not be conducting any in person presentations in this round.   Written/email clarification requests will be accepted until Monday, March 29th 2010, and responded to in a consolidated response to all partners or prospective partners by Thursday April 3rd 2010.  Proposals received after 5:00PM EST, Monday April 5th 2010, will not be considered and will be rejected.

· Deliverables: The Professional Services vendor provides completed, functioning, fully tested and accepted components that meet the requirements and are enumerated as a number of transformations and data load routines using SSIS and complementary code, create a Sharepoint with Performance Point Services and Reporting Services solution of the enumerated required reports.  Documentation and coding standards exist and equivalent or exact content and format of documentation for build, test and implementation is required.  There are standards for SSIS coding and SSRS and .net components, and compliance or written acceptance of equivalent standards are expected.
· Scope: The Data Warehouse and Business Intelligence project at A Membership organization is to create a solution that meets current needs for data reporting and analysis, and is flexible enough to provide for future phased components reflecting a true, accurate and reliable source for data concerning the operation and servicing of the business lines.  The Business Lines to be included in the Phase 1 effort are Membership Servicers, Automotive Services Emergency Roadside Assistance and Call Center member contacts.
· Timing: The project is scheduled to commence by May 2010.  It is anticipated that Phase 1 is completed within 8 months.
· Vendor evaluation criteria: Vendors will be evaluated on Price and Quality, completeness of response, supporting reference sites for similar work and sample resumes of potential team members, including the certifications or training and experience levels of the potential resources that would be provided. 

· Constraints: There will be a requirement to perform a portion of the services at the A Membership organization Corporate HQ site, work with the employees or contractors that are already associated with A Membership organization, and to provide adequate knowledge transfer.
· Project Description: The project requirements are set out in the Information Requirements and Specifications draft, summarized at appendix C.  Interested parties may request the full document at registration of the intent to make a bid.
· Design and Functional Requirements: The components that are needed to be created are listed in appendix D, which will be supplied on request.   There are 30 ETL Processes required to complete the Data Mart from a normalized Data Warehouse that is being developed as the single source for these Datamarts and Analysis Services Cubes.
· Universal Enterprise Data Warehouse Model :  This  will be populated and developed by the organization, and will contain fully profiled and cleansed data to support the KPI’s and reporting requirements.  There are approximately 5 Dashboards required, and up to 80 SSRS reports or report outputs as Excel or PDF emailed documents.
Proposal Format: This is an open and competitive process.

The proposal must contain the signature of a duly authorized officer or agent of the entity submitting the proposal.

If Participant wishes to submit multiple solutions for disposition of A Membership organization, please do so.

Provisions of this RFP and the contents of the successful responses are considered available for inclusion in the final contractual negotiations.  A Membership organization may elect to require subsequent phases of the process, in which any finalists may be required to submit supplementary information.

2.3Notice of Intent to Respond

Participants may, but are not required to, register by sending an email notifying A Membership organization of their intent to participate in the RFP process, but in no event later than 5:00PM EST on 29 MArch 2010. This should be emailed to gsleigh@mailaaa.com. Failure to email a notice of intent means that such Participant will not receive any communications from A Membership organization prior to the proposal deadline date relating to this RFP, including, potentially, changes to the RFP process that may be provided to the other registered Participants. Participants alone are responsible for ensuring their proposals comply with all terms of this RFP, including any updates or communications provided by A Membership organization
 2. Response Requirements: 
To allow for an expeditious and comprehensive response evaluation, we ask Participants to adhere to the following response requirements. Failure to conform to this request will delay the evaluation process and

may reflect negatively on the Participant during evaluation.

2.1Special Response Requirements

Participants shall review the restrictions in the attached Appendices and state their compliance with the provisions in general. Further, Participants must clearly state how the requirements of the RFP and

Appendices are met by Participant’s proposal including, without exception, the points and information specifically raised and requested in Section 1, above, and Section 3, below. Further, Participants must disclose any affiliation with A Membership organization, its Board of Directors, and employees or consultants of A Membership organization. The terms set forth in the RFP and Appendices do not represent all of the A Membership organization legal terms and A Membership organization reserves the right to add to and/or modify such terms at any time, including in any definitive agreement(s).

2.2General Response Requirements

(a)Proposals shall be precise and complete. All relevant assumptions and context required for implementing the proposal shall be provided. 
(b)Please ensure that responses include sufficient information to clearly detail the advantages of the proposal. Responses should be tailored specifically to answer the requirements and questions provided in the RFP.

(c)Participants are encouraged to answer all questions with reference to design mock-ups, manuals, data sheets, product brochures, previous sections, or other supporting material as necessary. All RFP responses, supporting materials, and other documentation submitted with responses will become the property of A Membership organization.

(d)Proposals shall provide maximum implementation clarity. Participants should provide detailed descriptions on how their proposal will be implemented to meet A Membership organization objectives.

(e)A Membership organization makes no commitment regarding ongoing affiliation, participation or collaboration by current A Membership organization employees post-closing. Proposals may not require any such commitments as a condition to closing or entering into a definitive agreement.

(f)In the event it becomes necessary to revise the RFP, addenda will be forwarded to all who received the original RFP and registered with the RFP process.For avoidance of doubt, A Membership organization expressly reserves the right to extend the response date.

2.3Proposal Submission

(a)Format; Submission Address and Logistics

Proposals should consist of a cover letter and proposal body in Word Document, PowerPoint, OpenOffice, Excel or PDF format. Further attachments that describe the candidate or the candidate organization are welcome. Proposals shall be delivered to gsleigh@mailaaa.com
.

(b)General Tips

(i)Submissions that are concise and easy to read will inevitably receive more consideration.

(ii)Submitted documentation should be confined to that directly relevant to the items requested in the RFP. If this is not practical, Participants must make clear what portion of the documentation pertains directly to the RFP and

what portion does not.  A Membership organization shall not be liable for any errors or omissions in this document. A Membership organization and the AAA logo are trademarks of AAA
3. General Terms and Conditions

3.1Proposal Validity

The information included in responses to the RFP (and any A Membership organization follow-up requests and questions) must be valid for 120 days from Participant’s submission. The contents of any response submitted by the Participant will be considered an offer to contract by the Participant with A MEMBERSHIP ORGANIZATION pursuant to this

RFP. Any portion of the Participant’s response to this RFP may be incorporated into any definitive agreement prepared by A MEMBERSHIP ORGANIZATION as a result of this RFP, as well as those modifications mutually agreed upon through negotiations between A MEMBERSHIP ORGANIZATION and the Participant, and any terms and conditions

required by law, regulation or local ordinance.

A response to this RFP may be submitted on behalf of an individual, provided that such individual is 18 years of age or older and is fully able and competent to enter into a legally binding agreement. If a response is submitted on behalf of an business, organization or other entity, the response must be submitted by a person who (i) is duly authorized to make the response on behalf of the submitting organization, and expressly makes such representation; (ii) is identified by name and title; (iii) uses an email address associated with the submitting organization; and (iv) includes the physical mailing address of the submitting organization, along with its

legal status (e.g., a Delaware corporation) and a representation that it is in good standing in such jurisdiction.

3.2Right to accept or Reject

A MEMBERSHIP ORGANIZATION reserves the right to accept or reject any response in its sole discretion. 
Please note that a response to this RFP does not commit A MEMBERSHIP ORGANIZATION to any course of action resulting from its receipt and that A MEMBERSHIP ORGANIZATION may, at its discretion: 

(a)Reject any submission; A MEMBERSHIP ORGANIZATION is not bound to give any reason for the rejection.

(b)Reject any submission which does not conform to the instructions and specifications which are contained herein.

(c)Select a Participant based upon its own unique set of criteria. A MEMBERSHIP ORGANIZATION is not bound to disclose the details of such criteria and may at any time alter the criteria to reflect A MEMBERSHIP ORGANIZATION’s changing needs.

(d)Reject all submissions.

(e)Terminate or modify this RFP process.

A MEMBERSHIP ORGANIZATION reserves the right to accept or reject any or all responses, to take

exception to these specifications or to waive any formalities. A MEMBERSHIP ORGANIZATION specifically reserves the right to negotiate a contract with the selected Participant, or to negotiate with one or more finalists, or to pursue any

other course that it determines in its sole discretion.

Participant may withdraw a response submitted to A MEMBERSHIP ORGANIZATION before  5:00PM EST, Monday April 12th 2010, provided that such request must be made in writing.

3.3Contract Negotiation

A MEMBERSHIP ORGANIZATION may negotiate with one or more Participants who submit proposals that, in A MEMBERSHIP ORGANIZATION's sole judgment, may be suitable acquirers, and may negotiate with such Participants or with other firms in any manner that A MEMBERSHIP ORGANIZATION determines in its sole discretion to be in its best interests. Either the Participant or A MEMBERSHIP ORGANIZATION may suspend or terminate negotiations for any or no reason with no liability. Without limiting the generality of the foregoing, if any Participant fails to provide information requested by A MEMBERSHIP ORGANIZATION in a timely manner, or fails to negotiate in good faith, A MEMBERSHIP ORGANIZATION may terminate negotiations with that Participant. The decision to commence, continue or terminate negotiations with any Participant or other firm is solely at the discretion of A MEMBERSHIP ORGANIZATION and A MEMBERSHIP ORGANIZATION may, in its sole discretion, invite any Participant to commence negotiations at any time.  If contract negotiations are commenced, they shall be held in a mutually agreeable location at a date and time to be determined.  Participant will be responsible for all of its direct and related costs related to responding to this RFP, any subsequent requests for information, negotiations, advisory fees and expenses (attorneys, aA Membership organizationountants, tax, and other costs), including, but not limited to, travel and expenses incurred in connection with interviews and negotiations.

Conclusion of definitive agreements is subject to A MEMBERSHIP ORGANIZATION Board approval and A MEMBERSHIP ORGANIZATION
reserves the right to reopen, suspend, or terminate the process or modify the finalist pool if it determines that this is in the best interest of A MEMBERSHIP ORGANIZATION.  A MEMBERSHIP ORGANIZATION reserves the right to extend the process dates or add process steps by modification of this RFP.  All contracts are subject to review by A MEMBERSHIP ORGANIZATION legal counsel. Definitive agreements will include A MEMBERSHIP ORGANIZATION’s form of agreement setting forth terms of

contract, which outlines payment, terms and conditions, and other necessary items.

THIS RFP CONTAINS NO CONTRACTUAL OFFER BY A MEMBERSHIP ORGANIZATION OF ANY KIND.

ANY PROPOSAL SUBMITTED WILL BE REGARDED AS AN OFFER BY THE PARTICIPANT AND NOT AS AN ACCEPTANCE BY THE PARTICIPANT OF ANY OFFER BY A MEMBERSHIP ORGANIZATION. ANY AGREEMENT BETWEEN A MEMBERSHIP ORGANIZATION AND THE PARTICIPANT WILL ONLY BE AS SET FORTH IN A DEFINITIVE WRITTEN

CONTRACT BETWEEN A MEMBERSHIP ORGANIZATION AND THE PARTICIPANT.

3.4Participant Selection

A MEMBERSHIP ORGANIZATION shall not be liable for any errors or omissions in this document. and A MEMBERSHIP ORGANIZATION reserves the right to use its own best judgment and consideration in evaluating and selecting Participants, with the final selection to be made its sole discretion as to the solution providing the best overall fit and Participant capabilities, as well as the financial terms proposed by the Participant. The overall selection process will include factors from

Participant responses, interviews, presentations, financials and references, including, without limitation:

(a)Commitment and ability to conform to the principles described in guidelines above and in Appendix B.

(b)Plan and vision for A Membership organization after completion of the transaction:
(i)Concreteness of plan;

(ii)Viability of Participant and Participant’s proposal for A Membership organization-- long and short term; and

(iii)Scale and impact of success (taking into account organization growth and changes, new business lines being added, growth plans and other marketing and promotional plans).

(c)Amount and terms of financial compensation to A MEMBERSHIP ORGANIZATION.

(d)Capability to run and further develop a best of breed Business Intelligence solution, including resources and demonstrated expertise in the following:

(i)Web .net technology;

(ii)Microsoft SQL Server 2008;

(iii)Microsoft SharePoint
(iv)Project Management; and

(v)Data Warehouse design and functions.

(e)Understanding of and sensitivity to the needs of a membership service organization.

(f)Understanding of and compatibility with AAA Carolina’s mission.

3.5No Obligation

A MEMBERSHIP ORGANIZATION is under no obligation to accept or consider responses that are received after the due date. Additionally, A MEMBERSHIP ORGANIZATION reserves the right to cancel the RFP process or terminate, suspend or modify its planned disposition of A Membership organization, at any time and without obligation to those Participants that have submitted responses to this RFP. This RFP does not obligate A MEMBERSHIP ORGANIZATION in any manner.

3.6Supplemental Terms and Conditions

Responses that include terms and conditions in addition to those contained herein will be evaluated, however any additional terms or conditions that conflict with those contained in this RFP or that would diminish A MEMBERSHIP ORGANIZATION's rights (under any contract or otherwise) will be rejected.  A MEMBERSHIP ORGANIZATION may refuse to include any such terms or conditions in any contract that A MEMBERSHIP ORGANIZATION may execute with a Participant. The Participant’s response must not contain terms or conditions that directly or indirectly limit A MEMBERSHIP ORGANIZATION’s relief or remedies for the Participant’s failure to perform its obligations.

3.7Expenses

Participant agrees that any costs incurred in the process of responding to this RFP, or in support of activities associated with this RFP, are to be borne fully by the Participant and will not be borne by or billed to

A MEMBERSHIP ORGANIZATION.

3.8Compliance with Law; Non-Discrimination

A MEMBERSHIP ORGANIZATION expects Participants to comply with applicable law including the following: In preparing a proposal, Participants agree not to discriminate against any employee or applicant for employment with

respect to hiring and tenure, terms, conditions, or privileges of employment, or any matter directly or indirectly related to employment, because of race, religion, color, sex, age, handicap, veteran status or national origin or otherwise as prohibited by law.

3.9 Warranty

A MEMBERSHIP ORGANIZATION does not make any warranty, express, implied or statutory, with respect to the information provided in this RFP or on which the RFP is based or any of the assets described herein, and expressly disclaims the implied warranties of merchantability, fitness for a particular purpose and noninfringement.

3.10Assignment

This RFP and any agreement entered into as a result of this RFP may not be assigned in whole or in part, without the express written consent of A MEMBERSHIP ORGANIZATION.

3.11Independent Contractor Relationship

The Participant is and shall perform under this RFP as an independent contractor, and as such, shall have and maintain complete control over all of its employees, agents and operations. Neither the Participant nor

anyone employed by it shall be, represent, act, and purport to act or be deemed to be the agent, representative, employee or servant of A MEMBERSHIP ORGANIZATION.

3.12Confidentiality; Publicity

At any stage in the process, either party may propose entering into a nondisclosure agreement in order to protect sensitive or confidential information. Except as may otherwise be expressly limited by the terms and conditions of a nondisclosure agreement, Participant acknowledges and agrees that A MEMBERSHIP ORGANIZATION may publicly disclose any information provided by Participant during the RFP process, including any information contained in a Participant’s response to this RFP. Notwithstanding the foregoing or any nondisclosure agreement entered into between A MEMBERSHIP ORGANIZATION and any Participant, A MEMBERSHIP ORGANIZATION may disclose any information provided by Participant or otherwise relating to Participant as required, in A MEMBERSHIP ORGANIZATION’s determination, by law, regulation, or order or requirement of a court, administrative agency,  or other governmental body including, without limitation, for A MEMBERSHIP ORGANIZATION to comply with applicable tax,  nonprofit or commercial organization law.

By submitting a response to this RFP, Participant agrees to the terms and conditions stated herein.
4. Response Requirements: 

3.1Proposal Contents :

Proposal contents should be arranged as outlined below:
 Section A:  Bidding Organization history, structure, key success related to this RFP and alliances.

Section B: Project and task approaches, methodologies, techniques to ensure quality and complete satisfaction for clients.  SCRUM/Agile methodologies, classic waterfall methodologies and if offshore resources are used, whether as a ‘follow the sun’ approach or expertise in managing offshore activities.
Section C:  Cost Breakdowns / rate card for resources to be considered if at a time and materials basis.
Section D :  
D1  Fixed price quote on the basis of full Phase 1 ownership and resourcing as specified in appendix C, with timeline estimate.

OR :
If resourcing matrix is different to that set out in Appendix C, explanation of resource matrix difference, timeline and fixed price cost for all of Phase 1 – ETL and Reporting components.

D 2 : Costing and time estimate and resourcing for ETL SSIS components only for phase 1

D 3 :Costing and time estimates and resourcing for SSRS/ SharePoint PerformancePoint information delivery and SSAS components only.
Section E:  Business Terms and warranties
Section F : Sample resumes and count of accredited certified Microsoft Professional Staff currently available and of all employees.
Appendix A: A Membership organization Assets

The following are the intellectual property assets relating to A Membership organization to be transferred or offered as a limited license:

1. A Membership organization customized universal enterprise data model for a data warehouse and data marts.
2. A Membership organization ‘look and feel’ style sheets for internal business systems

.

Appendix B: Commercial Terms

The following terms shall be included as material terms in any

successfully negotiated definitive agreement between A MEMBERSHIP ORGANIZATION and Participant.

 Participant’s use of AAA Carolina Assets must conform to the following principles specified

by A MEMBERSHIP ORGANIZATION's 

B.1Express remedies at law and in equity for A MEMBERSHIP ORGANIZATION in the event of failure by

Participant to comply with terms and conditions;

B.2 Contract is non-assignable without A MEMBERSHIP ORGANIZATION’s consent;

B.3 Disclaimer of all warranties by A MEMBERSHIP ORGANIZATION; transfer is on an “as-is” basis;

B.4 Limitation of liability by A MEMBERSHIP ORGANIZATION;

B.5 Indemnification by Participant; and

B.6 Any other terms as required due to A MEMBERSHIP ORGANIZATION’s not-for-profit status.

· Definitive agreements shall not include personnel commitments or key man provisions as a condition of closing or otherwise.

· Subject to the principles and terms in this Appendix and the RFP, Participant’s proposal should describe a specific plan for Participants to develop A Membership organization Data Warehouse, Business Intelligence and reporting solution Phase 1 in a way that is compatible with and further phases of development.
Appendix C: Summary of Requirements
1. Business Purpose

The goal of this project is to develop a new Data Mart to base reporting and Dash Board Business Intelligence solutions for the Membership MRM objective, the ERS objective and Call Center Detail Analytics.  The current design concept is that a Staging area for all data sources will be further transformed to a relational normalized Data Warehouse that is data domain focused, so that impact to changes to source systems are minimized.  Therefore all transformations that build the data marts into star schema paradigms will be reusable and robust and not require additional effort when report requirements or data sources change.  

The Membership details are primarily membership renewals and new joins, but also include all customer contacts and customer profile details to obtain a 360◦ view of the customer, so the activities as well as the membership accounting from the internal custom AS/400 DB2 source will also include customer contacts that related business activities,

  Key activities include (1 Considered part of Phase 1):

· Develop a web portal that is also externally accessible for partners/contractors1
· Develop New Reports 1
· Develop a Data Mart for the field service activities1
· Develop a Membership Activity Data Mart1
· Develop a Call Center Analytics Data Mart1
· Develop a KPI dashboard and report repository in SharePoint and available Microsoft BI Toolset1
2. Information Requirements Definition

2.1 Membership and Membership Accounting Group

	<Information Point>
	  <Information Definition/Business rule>

	Dimensional Views:  Below are the views in which Net Revenue, new members and renewals can be analyzed

	Time
- Year
- Quarter
 -Month

-Week

-Day
 -Fiscal Year
 -Fiscal Qtr


	Geography
- Region
- District
- City


	Customer

Member

Associate- Member


Prospect

Lapsed


	Member level –

Basic,

Premier,

Platinum,

With RV



	Activity



	Organization/Line of business first contact



	Billed, credits, vouchers, renewals, expiration, length of membership





Key Metrics of Interest:

Renewal Rate, new memberships opened, membership upgrades achieved, members total earned value against usage, Touchpoints, touchfrequency.

	KPI Name
	KPI Definition
	Benchmark from external data where available - would need to benchmark on AAA Carolinas data.
	Recommended Target

	Membership Renewal Rate
	Percentage of Members that renew
	20% - 90%, with average of 60% 
	70%

	% of non-active member
	Percentage of members that have not used any service or made have initiated contact where the details were recorded
	20% - 80% , with average of 40%
	40%

	Anonymous visitors to member conversion rate
	Conversion rate of anonymous visitors to members measured within time period (for example per week, month or day).
	
	

	Number of Members as a % of total customer visitors
	Number of members as % of total number of visitors/ inbound contacts
	
	


2.2 Services Group

	<Information Point>
	  <Information Definition/Business rule>

	Dimensional Views:  Below are the views in which Net Revenue can be analyzed

	Time
- Year
- Quarter
 -Month

-Week

-Day
-30  minute bucket

 -Fiscal Year
 -Fiscal Qtr


	Geography
- Region
- District
- City

-Geocode


	Customer

Member,

Associate Member


Contractor,

Facility,

Agent,

WorkEffortType


	Member level –


	Activity



	Organization/Line of business



	Cost of Service,

Time for service,

Wait time for service,

Follow-on Spend,

Customer Satisfaction Survey results (from third parties).



Key metrics of interest :

Spend includes cost of servicing, membership fees, Car Care, Insurance, travel and also call, cost of servicing ERS requirement, location of activity, Operation Satisfaction Sterling customer survey.
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Budget Volume (-Rap and Recip) 

	 Cost Call Count (PFP Cost) 

	 Actual Volume (Cleared Count/Gross) 

	 Reimbursements 

	 Reimbursement Paid 

	 Recip Revenue  

	 Reciprocal Revenue Volume 

	 Rap Revenue 

	 Rap Volume 

	AutoMark Tows (>8%)

	Arrival w/in 15 min ETA (Nat 84.8%)

	Response time sat (Nat 53.1%)

	Average Daily Fleet Volume

	Care Center Tows

	Average Tow Distance
	
	
	

	

	RE/OL

	Lost

	Fuel Subsidy

	Network Go rate

	COF Go Rate

	Non COF Go Rate

	PSP Go Rate

	Non PSP Go Rate

	Mission One

	Network Battery Opportunities 

	Products Delivered

	Ranking/Member

	Ranking Volume

	Network Conversion

	Revenue per Call Inclusive

	Calls per drv worked hour

	Driver Hours

	Revenue per Call Inclusive

	Calls per drv worked hour

	Truck total days lost R&M

Damages Paid Out

Current Driver Count

Terminations

Turnover Rate

Damages

Damage Rate

Damage Cost

Damage Cost per Call

Avg Damage Cost

Operating Cost Per Call

Salary Cost per Call

Fuel Cost per Call

Fuel Subsidy per Call

Overtime Cost Per Call

Average Overtime




	Care Centers
	

	
	Same Store Sales period on PY Period

	
	Same Store vehicle count period on PY Period

	
	Same Store Gross Margin %

	
	Same Store Billed Hours

	
	Same Store Billing per Hour

	
	Same Store net profit/loss

	
	Same store operating budget

Retention rate (>96%)

YTD Turnover Rate (<45%)

Average Daily Staffing Hours

Staffing Efficiency




2.3 Call Center  Group

	<Information Point>
	  <Information Definition/Business rule>

	Dimensional Views:  Below are the views in which Net Revenue can be analyzed

	Time

-
- Year
- Quarter
 -Month

-Week

-Day
-15 minute bucket


 -Fiscal Year
 -Fiscal Qtr

	Geography
- Region
- District
- City


	Customer

Member

Associate Member



	Member level –

Basic

Premier

Platinum



	Activity



	Organization/Line of business



	Call metrics





Calls received, call duration, earning sales achieved, Agent performance, call distribution, Score carding for agents and manger review and analyst near real-time..

	KPI Name
	KPI Definition
	Benchmark from external data where available - would need to benchmark on AAA Carolinas data.
	Recommended Target

	Average Cost per call
	 (direct expense only)
	
	

	Average Time to Arrival
	Time from call received to on-site
	20 minutes-150 minutes, average 45 minutes
	30 Minutes

	Calls Abandoned
	Calls received at switch but not handled owing to disconnection
	5%
	10%

	True Average cost per call
	 (all costs less any margins on additional services)
	
	


[image: image4.emf]Example of a Call Center Dashboard

	Column Name
	Description
	Data Type

	Employee_Id
	Employee Id
	Integer

	Employee_Name
	Employee Name
	Varchar(40)

	Team
	Team
	Integer

	Year
	Year
	Integer

	Month
	Month
	Integer

	Week
	Week
	Integer

	Day
	Date
	Integer

	15Minute
	Time bucket
	Integer

	Member No
	Membership Number
	Integer

	Skill
	Skill – Membership, Insurance, Travel
	Varchar (40)

	Skill Level
	Level of skill of Agent
	Integer

	Call Type
	Type of call
	

	Member Level
	Member Level
	Varchar(40)

	Calls Abandoned
	Abandoned calls in queue
	Integer

	Calls referred
	Calls referred to specialist/supervisor
	Integer

	Calls handled
	Total inbound calls
	Integer

	Outbound Calls made
	Outbound calls made
	Integer

	Calls lt 5s
	Calls less than 5 seconds
	Integer

	Sale Amount
	Value of any sale generated – upgrade membership, renewal, etc
	Decimal (8,2)

	Act_Ave_Handle_time
	Actual Average Handle time ( average time after answering call to ending call without abandoned calls)
	Decimal (8.2)

	Handle_Time_Points_Earned
	Handle Time Points Earned
	Integer

	Act_Sch_Adh_Score
	Actual Sch. Adherence Score
	Integer

	Adh_Score Points_earned
	Adherence Score Points earned
	Integer

	Act_Quality_Assurance_Score
	Actual  Quality Assurance Score
	Integer

	Assurance_Score_Points_earned
	Assurance Score  Points earned
	integer
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3. Conceptual Universal Enterprise Data Warehouse
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