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Field Franchise Team

1601 Response Road, Suite 100

Sacramento, CA 95815

Telephone: +1-866-576-0523

Facsimile: +1-916-923-7467


Request For Proposal

Outsourcing Call Center Project

Submissions due: January 22, 2009

Objective of this RFP

This RFP solicits proposals from Inbound/Outbound call centers for:

· Appointment Setting


· Outbound participation/opt-in campaigns
· Lead Generation
· Additional Call Center Support
1.0 Introduction

1.1 Valassis, Inc – Overview
Valassis Communications, Inc. (Valassis) is a marketing services company, offering reach and scale to more than 15,000 advertisers. Its portfolio of products and services delivers value on a weekly basis to over 100 million shoppers across a multi-media platform, in the mailbox, in the newspaper, on the doorstep, in store and online. The Company operates through five segments: Shared Mail (ADVO), Neighborhood Targeted, Free-standing Inserts (FSI), International & Services and Household Targeted. In January 2008, the Company launched RedPlum, its consumer brand, across its portfolio of offerings. In conjunction with the brand launch, Redplum.com was introduced in the marketplace on January 3, 2008, extending the Company’s print advertisers’ reach online and offering consumers national and local deals. On March 2, 2007, the Company acquired ADVO, Inc. through its wholly owned subsidiary, Michigan Acquisition Company.
1.2 Field Franchise Team – Overview

The Valassis Field Franchise team was created over a year ago to service franchise based businesses across the nation from a centralized location providing excellent customer service as well as providing a revolutionary means of simplified advertising to the franchise owner. The Field Franchise Team is comprised of over 50 highly trained, college educated, account executives and sales coordinators who consult with over 125 different franchise brands across many different verticals. 
Utilizing proprietary 1klick technology franchisees are able to consult with their account executive face to face at the click of a button and without leaving the comfort of their own home or business. Advertising is broken down into 3 simple steps: 1) Targeting their customers 2) Selecting their key in home dates, and 3) Choosing from a library of predefined creative options. 

2.0 Why are we doing this?
The Field Franchise Team’s sales force consists of highly trained, highly experienced, college educated account executives. The duties of the sales executives include inbound/outbound sales and virtual meeting campaigns for large franchise systems as well as full analysis and consultation of franchise owners advertising needs. We are looking to limit the number of outbound cold-calls for our sales executives and increase the number of interested party conversations and presentations. We have performed preliminary internal tests of an appointment setting concept with great results and would like to outsource the idea to the correct partner who will help us drive revenue on multiple levels. 

3.0 Instructions for Submission
Please fill out section 4.0 questions and submit completed questionnaire to cowilson@valassis.com . Allow 2 weeks for review and if your company is selected you will receive a letter of acceptance along with timeline for next steps.

· Please include a detailed bid for a 90 day test of your company’s services

· We will be selecting 3 firms to conduct these tests. At end of 90 days we will select a single partner to move forward with.

· Quotes must come in the form of a “pay per lead” generated fashion and will be paid at the end of each month.

4.0 Questions for Submitters
4.1 
Company Description & Background:

1) Please give a brief history on your company, including how many years your company has been in business.

2) Are you a publicly traded or privately held company?

3) Are you a subsidiary of any other company? If so, what is that company and are you managed autonomously or through the parent company?

4) Describe key differentiating points between you and your competitors.

5) Beyond the typical services of providing call center support, describe any value-added services unique to your organization and not possessed by your competitors.
6) Does your organization have a mission or vision statement? If so, please state.

7) Please provide a copy of your organization’s organizational chart. Include background information on your principals and senior management members.
8) What is your companies B2B experience, give a brief overview of clients you have worked with and success derived from those relationships? What is the average success rate of your company with regard to appointment setting in a B2B environment? 
9) Please provide a list of your locations and include the following information about each: (Inbound, Outbound, Number of stations (seats), City, Province, Postal Code).
4.2
Operations/ Human Resources/ Agent Management:

1) What are your standard hours and days of operation for Inbound and Outbound?
2) Describe the daily management practices and culture you will establish to ensure properly trained and highly motivated employees and to ensure proactive continuous quality improvement processes.
3) Describe your companies reward, recognition, and/or incentive programs.

4) How do you create a positive work environment?

5) What are the skills and education level of your agents/workforce?

6) What is the average length of employment for your agents/workforce?

7) What languages do your agents support?
8) How do you recruit agents?

4.3
Training:

1) Describe your education procedures.

2) Discuss any re-education procedures.

3) What assessment tools are utilized to ensure product knowledge and skill level?

4) What is your education philosophy?

5) Who decides and how is it decided that ongoing training is needed for an agent?

4.4
Quality Assurance:

1) Valassis values companies with a structured continuous improvement policy. Please define your company’s quality assurance and how we will benefit.

2) Can we blind monitor agents?

3) Do you have digital recording capabilities? 

4) Do you record calls to verify sales?

5) How are production results monitored?

6) How do you handle a client who is not satisfied with the service he/she is receiving?

7) How is customer satisfaction gauged by your company?

8) How often are agents monitored?
9) How often is feedback provided?

10) Who ensures call backs are made on a timely basis?

4.5
Reporting:

1) Are your systems capable of real-time reporting?

2) Please list your capability to generate additional customized reports and submit relevant examples.

3) Provide a copy of sample reports used to manage Inbound/Outbound programs (intraday, daily, weekly, monthly)

4) What are your delivery standards?
4.6
Information Systems:

1) Describe your companies CRM application/s.

2) Describe your companies CTI application/s.

3) Do you have a disaster recovery or business continuity plan? If yes, please describe.

4) How much downtime has your agency experienced in the past 12 months due to systems, electrical, or weather related incidents?

5) Do you have onsite IT?

6) Please describe any technology driven innovations currently in development or recently deployed by your company, if applicable. (I.E Web-Enabled Interfaces)

4.7
Implementation Planning:

1) Describe how you will implement an agreement of this scope including all key tasks and responsibilities assumed by your organization and those that are required of Client.

2) Identify information you will need from us to optimize the efficiency of the implementation – include data requirements, process document and other related materials.

3) Identify key implementation activities that are the most critical, and most time sensitive to execute. 
4.8
Pricing:

1) 
During the 90 day testing period pricing will be based on a “pay-per lead basis.” Please provide your fee structure during this time period.
2)
Please provide your typical fee structure as well as a proposed fee structure should the test prove to be successful. 
**All Questions should be submitted to Christopher Wilson. He can be reached Monday -Thursday by phone at 866-576-0523 or email cowilson@valassis.com between the hours of 9am and 5pm. 


