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GENERAL REQUIREMENTS

1.1 PURPOSE:

The City is seeking proposals from qualified customer service trainers to provide a small group of employees with the necessary knowledge and skills to carry out customer service training with other employees, in accordance with the terms, conditions, and specifications contained in this Request for Proposal (RFP).
1.2 Backgroundtc \l1 "GENERAL:
The City has committed to a process and timeline for pursuing the Missouri Quality Award and the Malcolm Baldridge Award through the guidance and actions of the Columbia Journey to Excellence program. The Columbia Journey to Excellence committee has finalized a vision and core values based on employee input, is sending 4-5 staff members to become Missouri Quality Award Examiners every year (4 have already completed the training), and is in the process of carrying out and analyzing numerous surveys and assessments concerning customer and employee service. Preliminary analysis indicates a need for greater customer service training, organization wide customer service systems, and more opportunities for employee development. 
Currently the City provides some customer service training during orientation, departments provide varying levels of customer service training, and has purchased Give-em The Pickle DVD as a supplemental training resource. The Journey to Excellence committee wants to plant the seeds for effective in-house customer service training by seeking firms that have experience training trainers in customer service. The hope is that training provided to our trainers will form a training program that will create a baseline for customer service knowledge and motivate all employees to pursue greater customer service. The long term goals for this training, as a part of the Journey to Excellence program, is to  create a greater awareness of the importance of customer service that will enable a smoother transition to organization wide customer service systems and a customer service culture.     

Please reference:

· Columbia Journey to Excellence
http://www.gocolumbiamo.com/Journey/
· Missouri Quality Award criteria
http://www.excellenceinmo.org/Documents/2011_2012_Business_Nonprofit_Criteria_MQA.pdf
· Malcolm Baldridge National Quality Award criteria
http://www.nist.gov/baldrige/publications/upload/2011_2012_Business_Nonprofit_Criteria.pdf
· Give’em The Pickle

http://www.giveemthepickle.com/
· 2011 Citizen Survey Results

http://www.gocolumbiamo.com/Feedback/
· Columbia Vision and Core Values-see appendix 1

· Columbia Journey to Excellence current timeline-see appendix 2
1.3 SCOPE OF SERVICES
The successful respondent will be expected to perform the following tasks:

1. Create a curriculum based on the City of Columbia Vision and Core Values that trainers can use for their own training sessions with City employees.  

2. Develop a curriculum that emphasizes the importance of customer service and motivates employees to pursue greater customer service. 

3. Break the curriculum into topic modules (approximately 1 hour in length) that can be priced separately. 
4. Provide pricing for training 5, 10, 15, 20, and 25 trainers for each module. 

5. Bidders should include proposed selection methods for choosing trainers. 

6. Training should include, but is not limited to: how to use multi media in training sessions, how to use genuine language and humor in training sessions, and how to use activities, exercises, role play, and story sharing in training sessions.
7. Curriculum/modules should include, but are not limited to: what is customer service in government, why customer service in important, active listening, importance communication verbal and nonverbal, the importance external and internal customer service, understanding the intent of and reasoning for policies and procedures, how the relationship between supervisors and frontline customer service personnel can impact customer service, how greater decision making power at the frontline can improve service and understanding of emotional intelligence and emotional labor.
8. Provide guidance as to how to incorporate Give’em The Pickle DVD into training. 

9. Provide guidance as to how to evaluate training sessions, trainers, employee’s retention of information, and overall effect of program.

The City will entertain alternate proposals and recommendations that achieve the City’s purpose of developing a baseline customer service training program based on its Vision and Core Values.
1.4 PROPOSAL SUBMISSION REQUIREMENTS
Respondent shall provide information to support his/her expertise to perform the services as contained in the RFP.  Information submitted shall include, but not necessarily be limited to the following:


a. Qualifications.  All Respondents shall provide a summary of their qualifications to provide training and a synopsis of similar training projects they have carried out. 

b. References.  Provide at least three governmental/non-profit client references.

c. Trainer(s).  Please clearly identify the professional staff person(s) who would participate in this project.  The proposals shall indicate the abilities, qualifications and experience of all persons who would be assigned to provide the required service.


d. Scope of Services. All Respondents must submit a curriculum that is in line with the proposed scope of services for this training.


g. Costs.  All Respondents should include a firm, fixed fee per trainee and per module and details regarding all additional related expenses for training 5, 10 and 15 trainers, if applicable, to provide the specified services. All Respondents should include a firm, fixed price for providing trainers with curriculum and materials for carrying out their own training sessions. 
1.5 Proposal submission format

Respondents must include the following information in their proposal and should use the following format when compiling their responses. Sections should be tabbed and labeled; pages should be sequentially numbered at the bottom of the page.
•
Cover letter – The response should contain a cover letter signed by a person who is authorized to commit the respondent to perform the work included in the proposal, and should identify all materials and enclosures being forwarded in response to the RFP.

· Agency Information -Provide information about your firm to include:

Name, address, phone and fax number(s) and email address of firm

Brief description of the firm including parent company, affiliated companies and subsidiaries

Name and title of primary contact person

Date firm established

Proposed service team including titles, responsibilities, percentage of time to be spent on this project
Resume on each team member
· Experience
List of at least three governmental/non-profit client references   
· Pricing
Pricing should be stated as firm fixed per trainee and per module rate.  A breakdown of the total price for training 5, 10, 15, 20, and 25 employees per module should be provided with adequate detail for evaluation, as well as, the total price for providing trainers with a curriculum and materials.
· Length

Proposals are to be kept within 30 pages with a minimum font size of 11.  

1.6 EVALUATION & aWARD pROCEDUREStc \l1 "GENERAL:
Evaluation will be based on all elements of the response to proposal criteria. It is the purpose of this request to obtain data as complete as possible from each respondent that will enable the City to determine which respondent(s) is best able to serve all the criteria which are to be considered in the award of the this contract.   The City will evaluate all responsive and responsible proposals to determine which proposal best meets the City’s needs based on the evaluation criteria.  The Journey to Excellence committee, composed of City staff and any other outside qualified person deemed necessary, will conduct the evaluation process.  The City reserves the right to accept or reject any or all proposals, or part(s) of proposals, to waive minor variations to specifications, and in the RFP process.  The City reserves the right to make an award based on the proposal, which is in its best interest.  All proposals will be ranked in accordance with the considerations listed in the evaluation criteria.  
All proposals will be ranked in accordance with the considerations listed in the evaluation criteria.  Award will be based on a review of all information provided by the respondent, plus a review of references submitted and certain objective and subjective considerations including:

EVALUATION CRITERIA
ASSIGNED POINTS
Past Performance/Experience:
30
· Prior experience

· References


Ability to Provide Training
25
· Past experience with similar training


· Understanding of proposed training
Competitive Price
25
· Firm, Fixed, Total Cost to the City for all Services
· Bids for training 5, 10, and 15 employees
· Bid for providing trainers with curriculum and materials

Organization, Content and Completeness of Proposal:                                        20
· Presentation of proposal
· Narrative explanation of firm’s understanding of the
training objectives








MAXIMUM TOTAL SCORE
100
1.7 Contract award

Following the review, evaluation and selection process, the city will negotiate a contract with the selected firm/firms.  

1.8 Scheduletc \l1 "GENERAL:
	DATE
	ACTIVITY (The dates below are target dates, subject to change)

	6/29/2011
	Release RFP to the public

	7/12/2011
	Pre-Proposal Meeting  9am, City Government Ctr, Conf. Rm 1A

	7/15/2011
	Final day to accept written Requests for Additional Information

	7/20/2011
	Written responses to Requests for Additional Information sent to all

	7/25/2011
	Request for Proposals due by 5:00 p.m. CST

	Week of 8/8/2011
	Interviews with Finalists (if needed)

	Week of 8/15/2011
	Notify Successful Firm

	9/20/2011
	Contract Start Date


1.9 Acceptance of Proposals and negoiationstc \l1 "GENERAL:
Each Consultant shall examine this Request for Proposal document and determine the adequacy of all statements.  Any inquiries concerning interpretation or clarification of terms or requests for additional information pertaining to this RFP shall be made through Marilyn Starke, CPPO, Purchasing Agent, 701 E. Broadway, 5TH Floor, Columbia, MO 65201 MBStarke@gocolumbiamo.com (573) 874‐7687.  The City shall not be responsible for oral interpretations given by other City employees or representatives of other groups. All expenses for associated with submitting a proposal shall be the sole responsibility of the Consultant.

Any proposal may be withdrawn up until the date and time set for receiving proposals. Any proposal not so withdrawn shall, upon opening, constitute an irrevocable offer for a period of 60 calendar days to provide the services set forth in the proposal unless a longer period of time is proposed therein.

The City reserves the right to reject incomplete proposals. Once a proposal is accepted by the City, the City is free to enter into negotiations concerning the specific content of the subject proposal in order to try and reach an agreement on what more precisely the Consultant and the City intend to accomplish by way of the consulting services. Consultant understands that the City’s acceptance of a proposal only enables the City and the Consultant to negotiate a formal agreement satisfactory to both parties.

1.10 DUE DATE FOR PROPOSALS: (NOTE: PURCHASING ADDRESS HAS CHANGED)
Proposals may be submitted in a sealed envelope at the purchasing office or uploaded electronically on the City’s E-bidding website at www.gocolumbiamo.com.  To use the E-bidding website, please click Vendor Bid Opportunities, then E-bid Opportunities. You will then see the current bid opportunities and be given the opportunity to register in the system.  No fax or e-mail proposals will be accepted.  Sealed proposals must be delivered to the Purchasing Division, 701 East Broadway, 5th Floor, Columbia, MO 65201 by the closing date and time.  Proposals received after the appointed time will be determined non-responsive and will not be opened. Hard copy (paper) sealed proposals must be submitted in ten (10) copies, one of which must be an original and so marked.   The proposals must be in sealed envelopes and marked in bold letters “RFP No. 05/2011 City Manager Serarch”.  If submitting electronically, the copies will be made by the city.
1.11 QUESTIONS/CLARIFICATIONS OF THE REQUEST FOR PROPOSAL
All questions concerning the solicitation and specifications shall be submitted in writing via e-mail or fax to the Procurement Officer below.  You are encouraged to submit your questions via e-mail.     

Marilyn Starke, Purchasing Agent

Phone:  
(573) 874-7687

Fax:
(573) 874-7762 

E-mail:   
mbstarke@GoColumbiaMO.com

Any oral responses to any question shall be unofficial and not binding on the City of Columbia.  An Addendum to this RFP providing the City of Columbia’s official response will be issued if necessary to all known prospective respondents. Questions must be submitted no later than 5:00 p.m. on July 15, 2011.

1.12 PRE-pROPOSAL CONFERENCE

A pre-proposal conference will be held on July 12th at 9am at the City of Columbia Government Center, 701 East Broadway, 1st Floor in Conference Room  1A  .  The purpose is to review and discuss this project and any questions the bidding community may have.  Interested parties are encouraged to submit questions via email, as described above, in advance of the meeting, in the event research is needed on the city’s behalf.

1.13 VALIDITY OF PROPOSALS
Respondents agree that proposals will remain firm for a period of ninety (90) calendar days after the date specified for the return of proposals.
1.14 REJECTION OF PROPOSALS
The City of Columbia reserves the right to reject any or all proposals received in response to this RFP, or to cancel the RFP if it is in the best interest of the City of Columbia to do so.  Failure to furnish all information requested in this RFP may disqualify the proposal.  Any exceptions to the requirements specified must be identified in the proposal.
1.15 WITHDRAWL OF PROPOSALS
Any Presenter may withdraw his proposal at any time prior to the scheduled closing time for the receipt of proposals.  However, no proposal will be withdrawn for a period of one hundred twenty days after the scheduled closing time for the receipt of proposals.
1.16  ALTERATION OF SOLICITATION:

The wording of the City of Columbia’s solicitation may not be changed or altered in any manner.  Respondents taking exception to any clause in whole or in part should do so by listing said exceptions on their letterhead and submitting them with their proposal. Such exceptions will be evaluated and accepted or rejected by the City of Columbia, whose decision will be final.

1.17 RESPONSE MATERIAL OWNERSHIP:

All material submitted regarding this RFP becomes the property of The City of Columbia.  Any person may review proposals after the “Notice of Intent to Award” letter has been issued, subject to the terms of this solicitation.
1.18  INCURRING COSTS:  

The City of Columbia shall not be obligated or be liable for any cost incurred by Respondents prior to issuance of a Contract.  All costs to prepare and submit a response to this solicitation shall be borne by the Respondent.
1.19 COLLUSION CLAUSE:

Any agreement or collusion among Respondents and prospective Respondents to illegally restrain freedom of competition by agreement to fix prices, or otherwise, will render the proposals of such Respondents void.
1.20  CONTRACT DOCUMENTS:

The final Contract between the City of Columbia and the Respondent will include by reference:

· Respondent’s Proposal

· The Specifications contained in this RFP

Any changes, additions or modifications hereto will be in writing and signed by the Purchasing Agent.  No other individual is authorized to modify the Contract in any manner.
1.21  FUNDS:  

Financial obligations of the City of Columbia payable after the current fiscal year are contingent upon funds for that purpose being appropriated, budgeted, and otherwise made available.  In the event funds are not appropriated, any resulting Contract will become null and void, without penalty to the City of Columbia.
1.22  TAX EXEMPTION:

The City of Columbia is funded by public monies and as such has been approved by the State of Missouri for sales/use tax-exempt status.  The Missouri tax identification number and certificate is available upon request by the successful Respondent.
1.23 APPLICABLE LAW:

The proposal and Contract shall be governed in all respects by the ordinances of The City of Columbia and the laws of the State of Missouri.  Any litigation with respect thereto shall be brought in the courts in the State of Missouri.
1.24  RESPONSIBILITY:

The City of Columbia reserves the right to require the apparent successful vendors to file proof of his/her ability to properly execute the Contract, together with his/her record of successful completion of similar Contracts prior.  The award of the contract will be contingent upon providing acceptable proof and record of performance.  The selected respondent must pass a background check. 
1.25 ASSIGNMENT:  

Respondent shall not assign the contract, subcontract it, or sublet it as a whole without the prior written consent of the City of Columbia.   Assignment, subcontracting, or subletting without such consent will in no way relieve the Respondent of any of its obligations under this Contract unless specifically stated by the City of Columbia in its consent.
1.26 AUDITING OF INVOICES:  

Invoices are subject to audit for a period of five (5) years after the expiration date of the final year of the Contract.  If during the audit it is revealed that the Respondent charged the City of Columbia a price higher than the proposed price, the Respondent will reimburse the City of Columbia the amount of the overcharge. 
1.27 NONDISCRIMINATION IN EMPLOYMENT

In connection with the furnishing of supplies or performance of work under this Contract, the Respondent agrees to comply with the Fair Labor Standard Act, Fair Employment Practices, Equal Opportunity Employment Act, and all other applicable Federal and State laws and further agrees to insert the foregoing provisions in all subcontracts awarded hereunder.
1.28 TERMINATION FOR DEFAULT 

If, through any cause, the respondent shall fail to fulfill, in a timely and proper manner, its obligations under this contract, or if the respondent shall violate any of the covenants, agreements, or stipulations of this contract, the City of Columbia shall thereupon have the right to terminate this contract for cause by giving written notice to the respondent  of its intent to terminate and at least ten (10) calendar days to cure the default or show cause why termination is otherwise not appropriate.  In the event of termination all finished or unfinished documents, data, studies, survey, drawings, maps, models, photographs, and reports or other material prepared by the respondent under this contract shall, at the option of the City of Columbia, become its property, and the respondent shall be entitled to receive just and equitable compensation for any services and supplies delivered and accepted.  The respondent shall be obligated to return any payment advanced under the provisions of this contract.

Notwithstanding above, the respondent shall not be relieved of liability to the City of Columbia for any damages sustained by the City of Columbia by virtue of any breach of the contract by the respondent, and the City of Columbia may withhold any payment to the respondent for the purpose of mitigating its damages until such time as the exact amount of damages due the City of Columbia from the respondent is determined.

If after such termination it is determined, for any reason the respondent was not in default, or that the respondent’s action/inaction was excusable, such termination shall be treated as a termination for convenience, as described herein.
CONTRACT TERMS AND CONDITIONS
(Contract Terms and Conditions apply to the successful respondent upon contract award)

A. The City reserves the right, at its sole discretion, to terminate this process at any time, or reject any and all proposals without penalty, prior to the execution of a contract acceptable to the City.  Following the review by the committee, the final selection, if any, will be based on the proposal which best meets the requirements set forth in the RFP and is in the best interest of the City of Columbia.

B. The City reserves the right to award the contract to the next most qualified firm if the successful firm does not execute a contract within thirty (30) days after the award of the proposal.

C. The City reserves the right to request clarification of information submitted and to request additional information of one or more applicants.

D. Any proposal may be withdrawn up until the date and time set above for the opening of proposals.  Any proposal not so withdrawn shall constitute an irrevocable offer, for a period of 90 days, to provide the City the services set forth in the attached specifications, or until one or more of the proposals have been approved by the City’s Administration, whichever occurs first.

E. Any agreement or contract resulting from the acceptance of a proposal shall be on forms either supplied or approved by the City and shall contain, as a minimum, applicable provisions or the request for proposal.  The City reserves the right to reject any agreement that does not conform to the request for proposal and any City requirements for agreements and contracts.

F. The City shall not be responsible for any costs incurred by the firm in preparing, submitting, or presenting its response to the request for proposal.

G. Upon award, the successful firm will be required to provide certificate of insurance in the amounts and forms described in the insurance requirements attached hereto.  Coverage is required throughout the duration of the contract.

H. The right is reserved to accept or reject all or part of the bid, to waive technicalities, and to accept the offer the Purchasing Agent considers the most advantageous to the City.

I. The delivery date(s) or when work will start shall be stated in definite terms, as they will be taken into consideration in making the award.

J. The City of Columbia reserves the right to cancel all or part of the contract if work is not started as stated.  

K. In case of any default by the respondent, the City of Columbia may procure the product or service from other sources and hold the respondent responsible for any damages incurred including, but not limited to, excess cost or handling charge.  

L. The Purchasing Division shall have the right to remove any respondent who defaults on any contract with the City from all respondents’ lists.

M. All bids and tabulation sheets are kept by the Purchasing Division for a period of time established by regulation or statute after the award is made and is available for inspection at any time during regular working hours.

N. The Purchasing Agent reserves the right, when only one bid has been received by the bid closing date, to delay the opening of bids to another advertised date and time in order to revise specifications and/or establish further competition for commodity or service required.  The one (1) bid received will be returned unopened to the Consultant for re-submittal at the new date and time of bid closing.

O. 
REQUIRED SUBMITTALS  Each Consultant responding to this RFP must supply all the required documentation.  Failure to provide the documentation with the response may result in the proposal being declared non-responsive.

P.  
PERIOD THAT PROPOSALS REMAIN VALID   Respondents agree that proposals will remain firm for a period of ninety (90) calendar days after the date specified for the return of proposals.

Q.  CONTRACT AWARD  A contractual agreement will be negotiated with the successful Consultant. This contract may not be assigned in whole or in part without the written consent of the Purchasing Agent.

· Any change to the contract will be approved in writing by the Purchasing Agent in the form of an addendum. The successful Consultant is prohibited from assigning, transferring, conveying, subletting, or otherwise disposing of this agreement or its rights, title or interest therein or its power to execute such agreement to any other person, company or corporation without the prior consent and approval in writing by the City.

R.  
NOTIFICATION OF AWARD  Services are not to begin until receipt of Notification of Award or other notification by the City Purchasing Agent to proceed.  Performance time and dates are determined solely by the contract and any modification thereto.

S.  
DISPUTES  
Should disputes, alternatives or other disagreements related to the performance of the work herein described arise between the City and the contractor, the parties hereto shall negotiate in good faith in an attempt to resolve same; such negotiations shall be a condition precedent to any remedy at law.

T.  CONFLICT OF INTEREST        The Consultant certifies that to the best of their knowledge no employee of the City, nor any member thereof, nor any public agency or official effected by this Agreement that results from this RFP, has any pecuniary interest in the business of the Consultant, and that no person associated with the Consultant has any interest that would conflict in any manner with the performance of the Agreement.

U.  COMPETITION INTENDED  It is the City’s intention that this RFP permit competition.   It shall be the respondent’s responsibility to advise the Purchasing Agent in writing if any language, requirement, specification, etc., or any combination thereof inadvertently restricts or limits the requirements stated in this request to a single source.   Such notification shall be received by the Purchasing Agent no later than ten (10) days prior to the date set for acceptance of proposals.

V. REJECTION OF PROPOSALS  The City reserves the right, at its discretion to reject any or all proposals or parts thereof. The City reserves the right to waive defects or informalities, to negotiate with the Consultant and to accept the proposal deemed to be in the best interest of the City.

W. WITHDRAWAL OF PROPOSALS  All proposals submitted shall be valid for a minimum period of ninety (90) calendar days following the date established for the acceptance of proposals.

· Proposals may be withdrawn upon written request from the Consultant at the address shown in the solicitation prior to the time of acceptance.

· Negligence on the part of the Consultant in preparing the proposal confers no right of withdrawal after the time fixed for the acceptance of the proposals.

X.  COMPLIANCE WITH LAWS  The successful Consultant shall at all times observe and comply with all Federal, State of Missouri and City ordinances and regulations which may in any manner affect the performance of any duly authorized Agreement.

Y.  ADDENDA AND INTERPRETATIONS  No interpretations of the meaning of the RFP documents will be made  to any respondent orally.   Every request for such interpretation shall be in writing to the City of Columbia Purchasing Division, 800 Cherry Street, Lower Level, Columbia, MO 65201.   To be given consideration, request must be received at least seven (7) days prior to proposal closing.  Any and all such interpretation will be in the form of an Addendum to the RFP Documents, and will be mailed to all prospective respondents at the addresses furnished by them not later than five (5) days prior to the proposal closing date.

Z. SHAM OR COLLUSIVE PROPOSALS  The proposal of any contractor or contractors who engage in collusion shall be rejected.  Any firm who submits more than one proposal in such 
manner as to make it appear that the proposals submitted are on a competitive basis from different parties shall be considered a collusive contractor. 

INSURANCE REQUIREMENTS

(Required of Successful Respondent upon Contract Award)PRIVATE 

CONTRACTORS INSURANCE: The Contractor shall not commence work under this Contract until they have obtained all insurance required under this paragraph and such insurance has been approved by the City, nor shall the Contractor allow any subcontractor to commence work on their contract until all similar insurance required of subcontractor has been so obtained and approved.  All policies shall be in amounts, form, and with companies satisfactory to the City which must carry an A-6 or better rating as listed in the A.M. Best or equivalent rating guide.
COMPENSATION INSURANCE: The Contractor shall take out and maintain during the life of this Contract Employers Liability and Workers Compensation Insurance for all of their employees employed at the site of the work, and in case any work is sublet, the Contractor shall require the subcontractor similarly to provide Workers Compensation Insurance for all of the latter’s employees unless such employees are covered by the protection afforded by the Contractor.  

Workers Compensation coverage’s shall meet Missouri statutory limits. Employers Liability limits shall be $500,000.00 each employee, $500,000.00 each accident, and $500,000.00 policy limit.  In case any class of employees engaged in hazardous work under this Contract at the site of the work is not protected under the Workers Compensation Statute, the Contractor shall provide and shall cause each subcontractor to provide Employers Liability Insurance for the protection of their employees not otherwise protected.

COMPREHENSIVE GENERAL LIABILITY INSURANCE: The Contractor shall take out and maintain during the life of this Contract such comprehensive general liability insurance as shall protect them and any subcontractor performing work covered by this Contract, from claims for damages for personal injury including accidental death as well as from claims for property damages which may arise from operations under this Contract, whether such operations be by themselves or by any subcontractor or by anyone directly or indirectly employed by either of them.  The amounts of insurance shall be not less than $2,000,000.00 combined single limit for any one occurrence covering both bodily injury and property damage, including accidental death.  If the Contract involves any underground/digging operations, the general liability certificate shall include X, C, and U (Explosion, Collapse, and Underground) coverage.

AUTOMOBILE PUBLIC LIABILITY AND PROPERTY: The Contractor shall maintain during the life of this Contract, automobile public liability insurance in an amount not less than $2,000,000.00 combined single limit for any one occurrence covering bodily injury, including accidental death and property damage, to protect themselves from any and all claims arising from the use of the Contractors own automobiles, teams, and trucks; hired automobiles, teams, and trucks; and automobiles both on and off the work site.

PROOF OF CARRIAGE OF INSURANCE: The Contractor shall furnish the City with Certificate(s) 

of Insurance which names the City as additional insured in an amount as required in this Contract, contains a description of the project or work to be performed, and requires a thirty (30) day mandatory cancellation notice.  In addition, such insurance shall be on an occurrence basis and shall remain in effect until such time as the City has made final acceptance of the facility contracted.
Professional Liability: Service provider agrees to maintain Professional (Errors & Omissions) Liability at a limit of liability not less than $1,000,000 Per Occurrence/ $1,000.000 aggregate. When a self-insured retention (SIR) or deductible exceeds $10,000, the City reserves the right, but not the obligation, to review and request a copy of Service Provider’s most recent annual report or audited financial statement. For policies written on a “Claims-Made” basis, Service Provider agrees to maintain a Retroactive Date prior to or equal to the effective date of this contract. In the event the policy is canceled, non-renewed, switched to an Occurrence Form, retroactive date advanced; or any other event triggering the right to purchase a Supplemental Extended Reporting Period (SERP) during the life of this contract, Service Provider agrees to purchase a SERP with a minimum reporting period not less than two (2) years. The requirement to purchase a SERP shall not relieve Service Provider of the obligation to provide replacement coverage.
HOLD HARMLESS AGREEMENT: To the fullest extent not prohibited by law, Contractor shall indemnify and hold harmless the City of Columbia, its directors, officers, agents, and employees from and against all claims, damages, losses, and expenses (including but not limited to attorneys fees) arising by reason of any act or failure to act, negligent or otherwise, of Contractor, of any subcontractor (meaning anyone, including but not limited to consultants having a contract with Contractor or a subcontractor for part of the services), of anyone directly or indirectly employed by Contractor or by any subcontractor, or of anyone for whose acts the Contractor or its subcontractor may be liable, in connection with providing these services.  This provision does not, however, require Contractor to indemnify, hold harmless, or defend the City of Columbia from its own negligence.

APPENDIX 1
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APPENDIX 2
*COMPONENTS LISTED IN ORDER:







Current Status:
1)  Vision, Mission, and Core Values Track:

· Finalize Core Values









100% complete

· Finalize Mission Statement








100% complete

· Finalize Vision Statement (Mike Levinson, City Manager, Coral Springs) 



100% complete


stated our 13 Vision Statements could be incorporated into the City Strategic Plan.
2a)  Show Me Self Assessment Track:
· Presentation to Council by Raina Knox, President, Excellence in Missouri Foundation

100% complete

· Conduct Show Me Organizational Assessment-Excellence in Missouri Foundation-6-8 

100 % complete


month process (Lee Summit, Missouri recently completed in 8 months)

· Final Show Me Self Assessment Report







April 18, 2011 Pre-Council

· Report Results to Council by Raina Knox, President, Excellence in Missouri Foundation

April 18, 2011 Pre-Council

2b)  Survey Track:

· Develop Citizen Survey








100% complete

· Complete (RFP) Request for Survey Proposals






100% complete

· Conduct/Complete Citizen Survey







100% complete

· Develop/Complete Customer Service Training Curriculum



In Progress/Intern

· **Develop/Complete (RFP) Request for Proposals-Customer Service Training

In Progress/Intern

· “Train the Trainers” 25 Employees and Initiate Employee Training



Late Summer/Early Fall 2011

· Develop Employee Workforce Survey







100% complete
· Complete (RFP) Request for Survey Proposals






100% complete

· Conduct/Complete Workforce Survey – Truman School of Public Affairs 



100% complete








2c)  Organizational/Integration Track:

· Develop Columbia’s Journey to Excellence Approach, Deployment, and Integration Plan
· Develop/Complete Leadership Enhancement Training Curriculum and Schedule
· Coordinate Feedback from Columbia Board of Examiners and Present to 


100% complete


Council and Agenda Staff

· Conduct Employee Customer Service Training 





“Train the Trainers” Fall FY11

· Develop a City Quality College or Development Division for Internal Training


Preliminary Discussion

3)  Missouri Quality Board of Examiners

· Seven (7) City Employees to apply for Board of Examiners




FY11 – Four (4) 100% complete














FY12- Seven (7) Examiners Appointed
4)  Strategic Planning Track:
· Develop/Discuss Strategic Planning 







Summer/Early Fall FY11 


· Conduct Environmental SCAN and SWOT 






Schedule for FY12

· Research Appropriate Consultant-Excellence in Missouri Foundation and


RFP Summer FY11/Intern

 International City Manager Association (ICMA) Provides Strategic Planning Services
· Conduct Strategic Planning 








Schedule for FY12

· Complete Draft Strategic Plan








FY12 – Early Calendar 2012

· Final Strategic Plan









FY12 – End of Calendar 2012

5)  Performance Measurement Track:

· Three Customer Service Pilot Studies – test month in March 2011, Kick-Off April 2011:
Summer FY11



-Office of Neighborhood Services



-Public Safety/Police Department



-Public Health and Human Services

· Consider ICMA Comparative Performance Measurement Program/Workshops and 


 joining  ICMA Center for Performance Measurement

· Develop Performance Measures that align with key themes from Show Me 


Self-Assessment Report recommendations

· Develop/Conduct Performance/Outcome Training

· Develop/Initiate Support and Results Monitoring Systems

· Develop Help Desk/Customer Call Center Process/Systems




Preliminary Discussions














15%

6)  Missouri Quality Award Application Submittal:

· To be written and submitted May 2013







FY14/Calendar 2013
7) Coral Springs:

· Video Conference with Staff








100% Complete April 15, 2011
8)  City Business Plan:

· Develop/Complete Business Plan Model

· “Business Model brings the Strategic Plan to Life….the Budget is a numerical reflection.”  


Mike Levinson, CMO, Coral Springs. Florida.

*Where there is a letter next to a number e.g. 2a, 2b those tasks are happening concurrently.

**Employee Training for all current and new employees.












Consulting Services 
Customer Service Trainer Training 
RFP 134/2011
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