Addenda 7

RFP References Scores. 100 Points Available

Using the Reference Scoring Guide, please insert 0 - 5 scoring in the "Score” field below

Reference Scoring Guide:

Performance Level 1: Performance is serious below expectations.
Performance Level 2: Performance is below expectations.

Performance Level 3: Performance meets minimum expectations and is generally adequate.

Performance Level 4: Performance is above expectation.

Performance Level 5: Performance indicates excellent capability and support of the contract.

CATEGORY:
REFERENCES

1. Was the project manager easy to work with,
organized, and kept the project on schedule?
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2. Did the project manager receive good support
from the home office, such as the ability to bring in
specialists when necessary?

3. Was the vendor able to communicate effectively?

4. Did the vendor provide sufficiently
knowledgeable personnel for design, developmemt
and implementation?

5. Based on your experience with the vendor, how
would you rate them in regard to meeting their
transition and implementation schedules?

6. Was the system implemented on time?

7. How responsive was the vendor to resolving
problems after implementation?

8. How would you characterize the quality of the
software support the vendor has given since
implementation?

9. How would you characterize the quality of the
hardware support the vendor has given since
implementation?

10. Were you satisfied with the amount of testing

done during user acceptance testing?




11. How would you rate the resoluction of the
problems you encountered?

12. How would you characterize the overall quality
of the call center in regard to busy-outs, dropped
calls, average wait time, percent of calls answered,
etc.?

13. How would you characterize the overall quality
of the client website in regard to intuitive
navigation, customer satisfaction,connectivity?

14. Were the manuals easy to follow and provided
on time?

15. Was the solution delivered easy to learn and use

by your agency?

16. Was the documentation provided for your
training staff, retailer and/or providers clear, concise
and easy to use?

17. Have enhancements and revisions been timely
and easy to install?

18. Is the functionality and performance in the
solution as promised in the contract?

19. Would you do business with this vendor again if
given the opportunity?

20. Based on your experience, how would you rate
your satisfaction with the solution?

Average Scores Normalized to a 100 Available

Points Score System

I am in agreement with the evaluation above.

I am in agreement with the evaluation above.

Signature Signature

Name Name
Agency/Institution Agency/Institution
Date Date
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