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City of Tucson 

Contract 120471 

for 

Panasonic Solutions to Include Toughbooks, Tablets, Accessories and Associated Services 

with 

Panasonic System Communications Company of North America 

 

Effective: August 1, 2012 

  



The following documents comprise the executed contract between the City of Tucson and 
Panasonic System Communications Company of North America (“Panasonic”), effective August 
1, 2012. 

 

I. Signed Offer and Acceptance 
II. Best and Final Offer 
III. Panasonic’s Response to the RFP, incorporated by reference 

svavra
Text Box
National Cooperative, Term and Renewal, Scope and Pricing language are found in Panasonic's Response to the RFP.





Panasonic 
    System Communications Company of North America 
    A Unit of Panasonic Corporation of North America 

 
 
July 20, 2012 
 
 
Nathan Daou, CPPB, C.P.M., A.P.P. 
Principal Contract Officer 
City of Tucson Department of Procurement 
255 W. Alameda 
P.O. Box 27210  
Tucson, AZ 85726-7210 
 
Re: Response to Request For Proposal No. 120471 – Panasonic System Communications Company of 
North America 
RESPONSE TO REQUEST FOR BEST AND FINAL OFFER 
 
Panasonic would like to thank the City and National IPA for the opportunity to work towards an 
implementation of a new contract to continue to support our customers and grow our business together. 
 
This letter serves as Panasonic’s clarification on Best and Final Offer with regards to the City of Tucson’s 
RFP #120471. Here is our written response to the following items per the request letter: 
 

1. Method of Approach, Section A1: In a previous discussion, you mentioned that Panasonic wished 
to add more resellers to the 7 resellers that were listed in Panasonic’s response to the RFP. Please 
identify the additional resellers. Additionally, please provide the listing of products that each 
reseller offers. 
 
Panasonic would like to add (2) additional resellers at this time, if possible. 

ARC – They have been a long time Panasonic partner and have presence in CA and also 
the Northeast region.   This partner is a small company but growing and has been selling 
Panasonic for many years.  This would be a major contract for ARC to focus on if added. 
ARC would be offering the Toughbooks and Arbitrator products at this time. 

 
PCN – This reseller partner was previously on the National IPA contract and has a 
strong relationship and presence in the DC area.  Due to grants and other funding 
activity that we believe may be taking place for the DC market, we would request the 
consideration to have this reseller on the contract. 
PCN would be offering the Toughbook products at this time. 

 
2. Method of Approach, Section A1: In a previous discussion, you mentioned that some resellers may need 
to outsource the installation services for some products. Please identify the resellers who will need to 
outsource installation services and for which products they will need to do so. 
  

Many of our reseller partners provide their own services.  But specific to the installation for our 
large displays and projectors, this will require for some resellers an additional resource to do so.  
The only resellers that are authorized to do this sort of installation for the large displays and 
projectors on this potential new contract are AVI SPL and the Whitlock Group.  All other reseller 
partners are not equipped nor are authorized to install these products and will need to use 
additional resources to do so.  

 
 



 
 
 
 
 
3. Price, Section B: Please consider any additional discounts that Panasonic may be able to offer and submit 
a revised version of Section B, which will serve as Panasonic’s Best and Final Price Offer. In addition, 
please provide more information on lines 8a and 8b by identifying the manufacturer. On the first Price Page 
that was submitted, the lines say “External Vehicle Antennas” and “Automatic License Plate Recognition,” 
but the manufacturers of those products are not identified. 

 
Panasonic was pleased to offer the best discount possible for this potential contract that was 
included in the original proposal. 
 
For clarification, for these items as noted below: 
 
8a. External Vehicle Antennas – Discount offered 11 % off of SRP 
Manufacturers would be Havis and Gamber Johnson 
 
8b. Automatic License Plate Recognition – Discount offered 5 % off of SRP 
Manufacturer is NDI. 

 
Panasonic would also like to explore the addition of whiteboards and scanners to the contract.  
Proposed Discount for these products is as follows: 
 Scanners -- Discount offered 15 % off of SRP 
 Whiteboards --- Discount offered 14 % off of SRP 
 

 
 
4. National IPA Administration Agreement,  

 
 

 
 

 
 

    
 

 
 

 
 

 
 

 
 

 
 

 
 

 
 

 



 
 
 
 
 
 

 
 
We look forward to working with the City and National IPA team to create new creative strategies for 
value added procurement options for our customers. 
 
Thank you for the partnership and we are looking forward to continuing our growth together. 
 
Sincerely, 

 
___________________________ 
Michelle Chapin 
Senior Director, Contracts & Bids 
Panasonic System Communications Company of North America (PSCNA) 
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Proposal to Provide Products 
and Services to the City Of 
Tucson and National IPA 
Participating Agencies 
Nationwide 
 
Formal Response to RFP 120471 
 
 
Submitted To: 
 
Nathan Daou, Contract Officer 
City of Tucson Department of Procurement 
255 W. Alameda, 6th Floor 
Tucson, AZ 85701 
520.837.4136 (P) 
520.791.4735 (F) 
 
Submitted By: 
 
Panasonic System Communications  
Company of North America 
3 Panasonic Way, 2F-11 
Secaucus, NJ 07094 
(973) 303-7787 
www.panasonic.com/business-solutions 
 
 
March 22, 2012 

ORIGINAL 
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Introduction 
 

March 22, 2012 
 
Department of Procurement 
Attn: Nathan Daou, Contract Officer 
255 W. Alameda, 6th Floor 
Tucson, AZ  85701 
520.837.4136 (P) 
520.791.4735 (F) 
 
 
Subject: Letter of Transmittal – RFP Bid 120471. 
 
We sincerely appreciate the opportunity to work with the National Intergovernmental 
Purchasing Alliance to provide Panasonic Mobile Computing products, professional 
displays, professional audio/visual (A/V) products, accessories, and related services to 
authorized customers as solicited through RFP 120471.   
 
As you may be aware, Panasonic System Communications Company of North America 
(PSCNA) enjoys a relationship of effective service and product support to both 
Government and Commercial customers for Mobile Computing products such as those 
requested by your RFP. We believe strongly that the products that you have specified, 
and that we have proposed offer your purchasers the highest quality and durability for 
these classes of products available today.   
 
We have always been pleased to have the opportunity to consult directly with our 
customers during the process of executing our contracts. To that end, our team of 
professionals, who are dedicated to support Panasonic operations in support of the 
National Intergovernmental Purchasing Alliance, will always be available to ensure that 
this contract is effectively supported.  
 
As an organization, we know that we offer many competitive advantages to our 
customers where product quality, customer service, and competitive costs are 
concerned. Further, as a manufacturer, we know that quality and reliability are of 
paramount importance for the class of products that we have proposed. We believe that 
in this area in particular, we offer significant advantages to the purchasers who use the 
National Intergovernmental Purchasing Alliance contract that results from this 
solicitation.    
 
The following key contacts are authorized to bind and/or negotiate on behalf of 
Panasonic System Communications Company of North America: 
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Primary Contract Signing Authority Primary Negotiating Authority 
 

Jim King 
Vice President 
Panasonic System Communications 
Company of North America  
3 Panasonic Way, 2F-11 
Secaucus, NJ 07094 
201-392-4147 
201-392-6618 
Jim.King@us.panasonic.com  
 

Michelle Chapin 
Director – Contracts and Bids 
Panasonic System Communications 
Company of North America 
21473 Glebe View Dr 
Ashburn VA 20148 
973-303-7787 
Michelle.Chapin@us.panasonic.com  

 
As of this writing and submission, there has been one addendum released against RFP 
120471: 
 

 Amendment 01, issued March 14, 2012 
 
I am available to answer any questions as you review and consider our proposal, and 
we look forward to a mutually beneficial relationship with the National Intergovernmental 
Purchasing Alliance in support of the applications toward which our products will be 
applied. 
 
 
Sincerely, 
 
 
 
 
Michelle Chapin 
Director – Contracts and Bids 
Panasonic System Communications Company of North America  
(973) 303-7787 
Michelle.Chapin@us.panasonic.com 
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Offer and Acceptance Page 
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Acknowledgement of Amendment(s) 
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Original RFP Copy 
 
As requested, a copy of the original National IPA solicitation appears on the following 
unnumbered pages. 
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CITY OF TUCSON 

REQUEST FOR PROPOSAL 
 
 REQUEST FOR PROPOSAL NUMBER: 120471 
 
 PROPOSAL DUE DATE: MARCH 19, 2012 AT 4:00 P.M. LOCAL AZ TIME 
 
 PROPOSAL SUBMITTAL LOCATION: DEPARTMENT OF PROCUREMENT 
  255 W. ALAMEDA, 6TH FLOOR, TUCSON, AZ 85701 
   
 MATERIAL OR SERVICE: PANASONIC SOLUTIONS TO INCLUDE                                     
                                                                              TOUGHBOOKS, TABLETS, ACCESSORIES AND 
                                                                              ASSOCIATED SERVICES 
 
PRE-PROPOSAL CONFERENCE DATE:  MARCH 6, 2012 
 TIME: 3:00 P.M. LOCAL AZ TIME 
 LOCATION: CITY HALL, PROCUREMENT CONFERENCE ROOM 
                                                                              255 W. ALAMEDA, 6TH FLOOR, TUCSON, AZ 85701 
 
 CONTRACT OFFICER: NATHAN DAOU, C.P.M., CPPB, A.P.P. 
 TELEPHONE NUMBER: (520) 837-4136 
  Nathan.daou@tucsonaz.gov 
 

Interested offerors may obtain a copy of this complete solicitation by calling (520) 791-4217. A copy of this 
solicitation and possible future amendments may also be obtained from our Internet site at: 
http://www.tucsonprocurement.com/ by selecting the Bid Opportunities link and the associated solicitation 
number.  
 
Competitive sealed proposals for the specified material or service shall be received by the Department of 
Procurement, 255 W. Alameda, 6th Floor, Tucson, Arizona 85701, until the date and time cited.  
 
Proposals must be in the actual possession of the Department of Procurement at the location indicated, on or 
prior to the exact date and time indicated above. Late proposals shall not be considered. The prevailing clock 
shall be the City Department of Procurement clock. 
 
Proposals must be submitted in a sealed envelope. The Request for Proposal number and the offeror's name and 
address should be clearly indicated on the outside of the envelope. All proposals must be completed in ink or 
typewritten. Questions must be addressed to the Contract Officer listed above. 
 
 

****NOTICE**** 
 

Effective July 1, 2009, the City will no longer mail Notices of available solicitations via the U.S. Postal Service.  
Email notifications will be provided to those vendors that have updated their vendor record and selected email 
as their preferred delivery method.  For information on how to update your vendor record, please visit 
www.tucsonprocurement.com, click on What's New? and read the section titled "Notice of Solicitations."  You 
may also call (520) 791-4217 if you have questions.   
 
 
ND/swb 
 
PUBLISH DATE: February 17, 2012 

http://www.tucsonprocurement.com/
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INTRODUCTION 
 
 
 

The City of Tucson (“The City”) is soliciting proposals from qualified firms to provide Panasonic Solutions 
to include Toughbooks, Tablets, Accessories and Associated Services, to be delivered to various 
locations throughout the City of Tucson. 

 

 
BACKGROUND 

 
 

 
The City, as the Principal Procurement Agency, as defined in Attachment I, has partnered with the National 
Intergovernmental Purchasing Alliance Company (“National IPA”) to make the resultant contract (“Master 
Agreement”) from this solicitation available to other public agencies nationally, including state and local 
governmental entities, public and private primary, secondary and higher education entities, non-profit 
entities, and agencies for the public benefit (“Public Agencies”), through National IPA’s cooperative 
purchasing program. The City is acting as the contracting agency for any other Public Agency that elects to 
utilize the resulting Master Agreement.  Use of the Master Agreement by any Public Agency is preceded by 
their registration with National IPA as a Participating Public Agency in National IPA’s cooperative 
purchasing program.  Attachment I contains additional information on National IPA and the cooperative 
purchasing agreement. 
  
With corporate, pricing and sales commitments from the Supplier, National IPA provides marketing and 
administrative support for the Supplier that directly promotes the Supplier’s products and services to 
Participating Public Agencies through multiple channels, each designed to promote specific products and 
services to Public Agencies on a national basis.  Public Agencies benefit from pricing based on aggregate 
spend and the convenience of a contract that has already been advertised and competed.  The Supplier 
benefits from a contract that allows Participating Public Agencies to directly purchase goods and services 
without the Supplier’s need to respond to additional competitive solicitations. As such, the Supplier must be 
able to accommodate a nationwide demand for services and to fulfill obligations as a nationwide Supplier 
and respond to the National IPA documents (Attachment I). The City, reserves the right to deem 
submissions that do not include a response to the National IPA documents as non-responsive. 
 
The City anticipates spending approximately $4,250,000 over the full potential Master Agreement term for 
Panasonic Public Safety Solutions.  While no minimum volume is guaranteed to the Supplier, the estimated 
annual volume of product purchased under the Master Agreement through National IPA is approximately 
$20 million.  This projection is based on the current annual volumes among the City, other Participating 
Public Agencies that are anticipated to utilize the resulting Master Agreement to be made available to them 
through National IPA, and volume growth into other Public Agencies through a coordinated marketing 
approach between the Supplier and National IPA. 
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SCOPE OF WORK 
 

1. QUALIFIED VENDORS:   Offerors should meet the minimum qualifications: 
 

 a. Be an authorized TP3 Panasonic reseller. 
b. Have a strong national presence in the computer industry. 

 c. Have a distribution model capable of delivering products nationwide. 
 d. Have a demonstrated sales presence. 

 e. Be able to meet the minimum requirements of the cooperative purchasing program detailed herein. 
f. Be able to provide the full range of Panasonic products to meet the demands of the City and all 

agencies that opt to participate in the cooperative purchasing program with the City. 
 

2. ORDERING:  Although the City is open to alternate ordering methods, the primary methods for 
customers placing orders with the Contractor is through the following: 

 

 a. Online 
 b. Telephone 
 c. Fax 
 d. Email 
 

3. DELIVERY REQUIREMENT: Contractor agrees to deliver all products to the desktop of the ordering 
customer.  In many cases within the City, the Contractor may be asked to deliver all goods to the front 
counter within a given department. 

 

4. SCOPE OF PRODUCTS:  The intent of this solicitation is to establish a contract with the ability to 
purchase complete and comprehensive Panasonic public safety solutions  including but not limited to 
the following: 

 

a. Toughbooks line including  
i. Fully-rugged 
ii. vehicle mounted rugged 
iii. semi-rugged 
iv. business rugged 

 

b. Accessories including but not limited to vehicle mounts, desktop replicators, batteries, battery 
chargers, memory cards, external drives, extended warranties, etc. 
 

c. Ancillary Products and Services – It is recognized that there may be ancillary products and 
services, not offered by Panasonic, that complement the Toughbook and Arbitrator product 
lines, such as vehicle mounts, antennas, etc. that may be purchased under this contract.  The 
purchase of the ancillary products and services must be associated to a Panasonic product line.   

 
d. Panasonic professional displays including LCD and plasma displays. 

 
e. Panasonic professional audio visual including professional cameras. 

 
f. Panasonic video conferencing products. 

 

Pricing shall be provided in the format of a discount off Panasonic’s Suggested Retail Price (SRP).  
Because the “technology marketplace” is one of rapid change, with new products and revisions coming 
into the marketplace on a regular basis, it is required that a verifiable pricing formula or guaranteed 
discount matrix be included with response. This formula will provide a method of determining the price 
of future configuration.  In the event a product is discontinued, Vendor will provide a product of the 
same or greater functionality, utilizing the proposed discount structure.  In addition, Vendor must notify 
the City in writing within 60 days of End Of Life on all models.   
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All products offered in response to this solicitation shall be in current and ongoing production; shall be 
formally announced for general marketing purposes; shall be a model or type currently functioning in a 
user (paying customer) environment and capable of meeting or exceeding all specifications and 
requirements set forth in this solicitation. 
 

5. ASSOCIATED SERVICES:  Offerors shall provide services, such as financing or leasing, consulting 
(i.e. public safety equipment needs assessment, grant assessment and writing, etc.), repair services, 
installation, imaging, protection plus, extended warranties, extended warranties for batteries, and other 
applicable services.  

 
6. DEFECTIVE PRODUCT: All defective products shall be replaced and exchanged by the Contractor. 

The cost of transportation, unpacking, inspection, re-packing, re-shipping or other like expenses shall 
be paid by the Contractor. All replacement products must be received by the City within seven (7) days 
of initial notification. 
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INSTRUCTIONS TO OFFERORS 
 

1. DEFINITION OF KEY WORDS USED IN THE SOLICITATION: 
 For purposes of this solicitation and subsequent contract, the following definitions shall apply: 
 City: The City of Tucson, Arizona  
 Contract: The legal agreement executed between the City and the Contractor/Consultant. The Contract shall include this 

RFP document incorporated herein by reference, all terms, conditions, specifications, scope of work, Amendments, the 
Contractor’s offer and negotiated items as accepted by the City. 

 Contractor/Consultant: The individual, partnership, or corporation who, as a result of the competitive solicitation process, 
is awarded a contract by the City. 

 Contract Representative: The City employee or employees who have specifically been designated to act as a contact 
person or persons to the Contractor, and is responsible for monitoring and overseeing the Contractor's performance under 
this Contract. 

 Director of Procurement: The contracting authority for the City, authorized to sign contracts and amendments thereto on 
behalf of the City. 

 May: Indicates something that is not mandatory but permissible. 
 Offeror: The individual, partnership, or corporation who submits a proposal in response to a solicitation. 
 Shall, Will, Must: Indicates a mandatory requirement. Failure to meet these mandatory requirements, if they constitute a 

substantive requirement, may, at the City’s sole discretion, result in the rejection of a proposal as non-responsive. 
 Should: Indicates something that is recommended but not mandatory. If the Offeror fails to provide recommended 

information, the City may, at its sole option, ask the Offeror to provide the information or evaluate the proposal without the 
information. 

  
2. PRE-PROPOSAL CONFERENCE: If scheduled, the date and time of a Pre-Proposal conference is indicated on the cover 

page of this document. Attendance at this conference is not mandatory. Written minutes and/or notes will not be available, 
therefore attendance is encouraged. If an Offeror is unable to attend the Pre-Proposal Conference questions may be 
submitted in writing. Offerors are encouraged to submit written questions, via electronic mail or facsimile, at least five days 
prior to the Request for Proposal due date to the Contract Officer listed above. The purpose of this conference will be to 
clarify the contents of this Request for Proposal in order to prevent any misunderstanding of the City's position. Any doubt 
as to the requirements of this Request for Proposal or any apparent omission or discrepancy should be presented to the City 
at this conference. The City will then determine the appropriate action necessary, if any, and may issue a written 
amendment to the Request for Proposal. Oral statements or instructions will not constitute an amendment to this Request 
for Proposal. 

 
3. INQUIRIES: Any question related to the Request for Proposal shall be directed to the Contract Officer whose name appears 

above. An offeror shall not contact or ask questions of the department for whom the requirement is being procured. The 
Contract Officer may require any and all questions be submitted in writing. Offerors are encouraged to submit written 
questions via electronic mail or facsimile, at least five days prior to the proposal due date. Any correspondence related to a 
solicitation should refer to the appropriate Request for Proposal number, page and paragraph number. An envelope 
containing questions should be identified as such, otherwise it may not be opened until after the official proposal due date 
and time. Oral interpretations or clarifications will be without legal effect. Only questions answered by a formal written 
amendment to the Request for Proposal will be binding. 

 
4. AMENDMENT OF REQUEST FOR PROPOSAL: The Offeror shall acknowledge receipt of a Request for Proposal 

Amendment by signing and returning the document by the specified due date and time. 
 
5. FAMILIARIZATION OF SCOPE OF WORK: Before submitting a proposal, each offeror shall familiarize itself with the Scope 

of Work, laws, regulations and other factors affecting contract performance. The Offeror shall be responsible for fully 
understanding the requirements of the subsequent Contract and otherwise satisfy itself as to the expense and difficulties 
accompanying the fulfillment of contract requirements. The submission of a proposal will constitute a representation of 
compliance by the Offeror. There will be no subsequent financial adjustment, other than that provided by the subsequent 
Contract, for lack of such familiarization. 

 
6.  PREPARATION OF PROPOSAL:  

A. All proposals shall be on the forms provided in this Request for Proposal package. It is permissible to copy these forms 
as required. Facsimiles or electronic mail proposals shall not be considered. 

B. At a minimum, your proposal should include the signed Offer and Acceptance form, signed copies of any solicitation 
amendments, completed Price Page and your response to all evaluation criteria. 

C. The Offer and Acceptance page shall be signed by a person authorized to submit an offer. An authorized signature on 
the Offer and Acceptance page, Proposal Amendment(s), or cover letter accompanying the proposal documents shall 
constitute an irrevocable offer to sell the good and/or service specified herein. Offeror shall submit any additional 
requested documentation, signifying intent to be bound by the terms of the agreement. 
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D. The authorized person signing the proposal shall initial erasure, interlineations or other modifications on the proposal. 
 E. In case of error in the extension of prices in the proposal, unit price shall govern when applicable. 
 F. Periods of time, stated as a number of days, shall be in calendar days. 
 G. It is the responsibility of all offerors to examine the entire Request for Proposal package and seek clarification of any 

requirement that may not be clear and to check all responses for accuracy before submitting a proposal. Negligence in 
preparing a proposal confers no right of withdrawal after due date and time. 

H. The City shall not reimburse the cost of developing, presenting, submitting or providing any response to this solicitation. 
I. Offeror must list any subcontractors to be utilized in the performance of the services specified herein. For each 

subcontractor, details on respective qualifications must be included. 
 
7. PAYMENT DISCOUNTS: Payment discount periods shall be computed from the date of receipt of the material/service or 

correct invoice, whichever is later, to the date City’s payment warrant is mailed.  Unless freight and other charges are 
itemized, any discount provided shall be taken on full amount of invoice. Payment discounts of twenty-one calendar days or 
more shall be deducted from the proposed price in determining the price points.  However, the City shall be entitled to take 
advantage of any payment discount offered by a vendor provided payment is made within the discount period.  

 
8. TAXES: The City of Tucson is exempt from federal excise tax, including the federal transportation tax. 
 
9. PROPOSAL/SUBMITTAL FORMAT: An original and 4 copies (5 total) of each proposal should be submitted on the 

forms and in the format specified in the RFP. Offerors shall also submit one electronic copy of the proposal on cd, disc or zip 
disc in MS Office97 or .pdf format. Any confidential information shall be submitted on a separate cd, disc or zip disc. The 
original copy of the proposal should be clearly labeled "Original" and shall be single-sided, three hole punched and in a 
binder. The material should be in sequence and related to the RFP. The sections of the submittal should be tabbed, 
clearly identifiable and should include a minimum of the following sections: the completed Offer and Acceptance 
Form, all signed Amendments, a copy of this RFP document and the Offeror’s response to the Evaluation Criteria 
including the completed Price Page. Failure to include the requested information may have a negative impact on the 
evaluation of the offeror's proposal.  

 
10. EXCEPTIONS TO CONTRACT PROVISIONS: A response to any Request for Proposal is an offer to contract with the City 

based upon the contract provisions contained in the City’s Request for Proposal, including but not limited to, the 
specifications, scope of work and any terms and conditions. Offerors who wish to propose modifications to the contract 
provisions must clearly identify the proposed deviations and any proposed substitute language. The provisions of the 
Request for Proposal cannot be modified without the express written approval of the Director or his designee. If a proposal 
or offer is returned with modifications to the contract provisions that are not expressly approved in writing by the Director or 
his designee, the contract provisions contained in the City’s Request for Proposal shall prevail. 

 
11. PUBLIC RECORD: All proposals submitted in response to this Request for Proposal shall become the property of the City 

and shall become a matter of public record available for review subsequent to the award notification. 
 
12. CONFIDENTIAL INFORMATION: The City of Tucson is obligated to abide by all public information laws. If an Offeror 

believes that any portion of a proposal, offer, specification, protest or correspondence contains information that should be 
withheld, a statement advising the Contract Officer of this fact should accompany the submission and the information shall 
be so identified wherever it appears. The City shall review all requests for confidentiality and may provide a written 
determination to designate specified documents confidential or the request may be denied. Price is not confidential and will 
not be withheld. If the confidential request is denied, such information shall be disclosed as public information, unless the 
offeror submits a formal written objection. 

 
13. CERTIFICATION: By signature on the Offer and Acceptance page, solicitation Amendment(s), or cover letter accompanying 

the submittal documents, Offeror certifies: 
A. The submission of the offer did not involve collusion or other anti-competitive practices. 
B. The Offeror shall not discriminate against any employee or applicant for employment in violation of Federal or State 

law. 
C. The Offeror has not given, offered to give, nor intends to give at any time hereafter, any economic opportunity, future 

employment, gift, loan, gratuity, special discount, trip, favor, meal or service to a public servant in connection with the 
submitted offer. 

D. The Offeror hereby certifies that the individual signing the submittal is an authorized agent for the Offeror and has the 
authority to bind the Offeror to the Contract. 

 
14. WHERE TO SUBMIT PROPOSALS: In order to be considered, the Offeror must complete and submit its proposal to the 

City of Tucson Department of Procurement at the location indicated, prior to or at the exact date and time indicated on the 
Notice of Request for Proposal page. The Offeror’s proposal shall be submitted in a sealed envelope. The words “SEALED 
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PROPOSAL” with the REQUEST FOR PROPOSAL TITLE, REQUEST FOR PROPOSAL NUMBER, PROPOSAL DUE 
DATE AND TIME and OFFEROR’S NAME AND ADDRESS shall be written on the envelope. 

 
15. LATE PROPOSALS: Late proposals will be rejected. 
 
16. OFFER AND ACCEPTANCE PERIOD: In order to allow for an adequate evaluation, the City requires an offer in response 

to this solicitation to be valid and irrevocable for ninety (90) days after the proposal due date and time. 
 
17. WITHDRAWAL OF PROPOSAL: At any time prior to the specified solicitation due date and time, an offeror may formally 

withdraw the proposal by a written letter, facsimile or electronic mail from the Offeror or a designated representative. 
Telephonic or oral withdrawals shall not be considered. 

 
18. DISCUSSIONS: The City reserves the right to conduct discussions with offerors for the purpose of eliminating minor 

irregularities, informalities, or apparent clerical mistakes in the proposal in order to clarify an offer and assure full 
understanding of, and responsiveness to, solicitation requirements. 

 
19. CONTRACT NEGOTIATIONS: Exclusive or concurrent negotiations may be conducted with responsible offeror(s) for the 

purpose of altering or otherwise changing the conditions, terms and price of the proposed contract unless prohibited. 
Offerors shall be accorded fair and equal treatment in conducting negotiations and there shall be no disclosure of any 
information derived from proposals submitted by competing offerors.  Exclusive or concurrent negotiations shall not 
constitute a contract award nor shall it confer any property rights to the successful offeror. In the event the City deems that 
negotiations are not progressing, the City may formally terminate these negotiations and may enter into subsequent 
concurrent or exclusive negotiations with the next most qualified firm(s). 

 
20. VENDOR APPLICATION: Prior to the award of a Contract, the successful offeror shall register with the City’s Department of 

Procurement. Registration can be completed at http://www.tucsonprocurement.com/ by clicking on Vendor Services.  Please 
note that email notifications of newly published solicitations and amendments will be provided to those vendors that select 
email as their preferred delivery method in their vendor record. 

 
21. CITY OF TUCSON BUSINESS LICENSE:  Prior to the award of a Contract, the successful offeror must obtain a City of 

Tucson Business License or a written determination that a business license is not required issued by the City’s Business 
License Section.  The business license must remain valid throughout the life of this contract.  Contractor must provide a 
valid copy of the business license or a written determination that a business license is not required prior to award and at 
contract renewal.  Application for a City Business License can be completed at http://www.tucsonaz.gov/etax.  For questions 
contact the City’s Business License Section at (520) 791-4566 or email at tax-license@tucsonaz.gov. 

 
22. UPON NOTICE OF INTENT TO AWARD: The apparent successful offeror shall sign and file with the City, within five (5) 

days after Notice of Intent to Award, all documents necessary to the successful execution of the Contract. 
 
22. AWARD OF CONTRACT: Notwithstanding any other provision of the Request for Proposal, the City reserves the right to: 
 (1) waive any immaterial defect or informality; or 
 (2) reject any or all proposals, or portions thereof; or 
 (3) reissue the Request for Proposal. 
 
 A response to this Request for Proposal is an offer to contract with the City based upon the terms, conditions and Scope of 

Work contained in the City's Request for Proposal. Proposals do not become contracts unless and until they are executed 
by the City's Director of Procurement and the City Attorney. A contract has its inception in the award, eliminating a formal 
signing of a separate contract. All of the terms and conditions of the contract are contained in the Request for Proposal, 
unless any of the terms and conditions are modified by a Request for Proposal amendment, a Contract Amendment, or by 
mutually agreed terms and conditions in the Contract documents. 

 
23. PROPOSAL RESULTS: The name(s) of the successful offeror(s) will be posted on the Procurement Department’s Internet 

site at http://www.tucsonprocurement.com/ upon issuance of a Notice of Intent to Award or upon final contract execution. 
 
24. PROTESTS: A protest shall be in writing and shall be filed with the Director of Procurement. A protest of a Request for 

Proposal shall be received at the Department of Procurement not less than five (5) working days before the Request for 
Proposal due date. A protest of a proposed award or of an award shall be filed within ten (10) days after issuance of 
notification of award or issuance of a notice of intent to award, as applicable. A protest shall include: 

A.    The name, address, and telephone number of the protestant; 
B.    The signature of the protestant or its representative; 
C.    Identification of the Request for Proposal or Contract number; 
D.    A detailed statement of the legal and factual grounds of protest including copies of relevant documents; and 

http://www.tucsonprocurement.com/
http://www.tucsonprocurement.com/
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E.    The form of relief requested. 
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PROPOSAL EVALUATION REQUIREMENTS 
 

I. PROPOSAL EVALUATION CRITERIA – (listed in relative order of importance) 
  

A. Method of Approach 

B. Price 

C. Technology 

D. Qualifications and Experience 

 
II. REQUIREMENTS SPECIFIC TO EVALUATION CRITERIA: The narrative portion and the materials 

presented in response to this Request for Proposal should be submitted in the same order as requested 
and must contain, at a minimum, the following: 

 
A. Method of Approach 

 
1. Describe how products and service will be distributed nationwide. 

2.  Provide the number, size and location of distribution facilities, warehouses and retail network as 
applicable. 

3. State any return and restocking policy, and any fees, if applicable associated with returns. 

4. Outline a plan for marketing the products/services to Participating Agencies nationwide. 

5. Explain how a national sales force will be educated about the contract.  

6. Provide a detailed 90-day implementation plan describing how the contract will be implemented 
within the firm as the primary go to market strategy for government agencies. 

7. Explain how the contract will be marketed to existing government customers and transition 
these customers to the contract.  In addition, provide the amount of purchases from existing 
public agency clients that will be transitioned to the National IPA contract. 

8. State the amount of your firm’s state and local government sales for 2011.  Provide a list of your 
top 10 public agency customers and the total 2011 purchase for each along with a key contact 
for each. 

9. Describe the invoicing process.  Is electronic invoicing available? Is summary invoicing 
available?  Are there other options on how an agency receives an invoice? 

10. Describe your delivery commitment: 
a. What is your fill rate guarantee? 
b. What are your delivery days? 
c. Do you offer next day delivery? 
d. How do you facilitate emergency orders? 
e. Are shipping charges exempt for ALL who use this contract?  
f. Describe how problems - such as a customer ordering a wrong product; a customer 

receiving a defective product; etc. – resolved.  

11. Describe the types of customer service available to agencies who use this contract: 
a. Is online support available? 
b. Is phone support available?   
c. Can agencies request a dedicated service representative and/or a dedicated service 

team?  If a dedicated customer service representative and/or team are assigned, what 
types of services does the representative/team provide?  How do you help the customer 
manage our account?  
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d. How are problems resolved? 
e. What are the location and hours of your call centers?   
f. What response time is guaranteed when a customer service request is made?   
g. Do you measure/track the success of your customer service program?  If so, how do you 

do this, and what are your findings?  

12. Describe the warranty period of products.  Submit information on your warranty program. 

13. Describe how your firm will notify customers of new products. 

14. Describe if technical support questions are handled the same way as a customer service 
request?  If not, describe the type(s) of technical support available, the location of technical 
support, and the hours of technical support.   

15. Describe the Panasonic public safety solutions offered.  At a minimum, please include the 
following: 

a. Toughbooks (Fully-rugged, vehicle mounted rugged, semi-rugged, business rugged, 
tablet, etc.) 

b.  Accessories including but not limited to vehicle mounts, desktop replicators, batteries, 
battery chargers, memory cards, external drives, extended warranties, etc. 

c. Ancillary Products and Services – It is recognized that there may be ancillary products 
and services, not offered by Panasonic, that complement the Toughbook and Arbitrator 
product lines, such as vehicle mounts, antennas, etc. that may be purchased under this 
contract.  The purchase of the ancillary products and services must be associated to a 
Panasonic product line.   

d. Panasonic professional displays including LCD and plasma displays. 
e. Panasonic professional audio visual including professional cameras. 
f. Panasonic video conferencing products. 
g. Any other Panasonic public safety product. 
 

16. Describe the non-Panasonic ancillary products and services offered to compliment the 
Panasonic public safety solutions.  

17. Describe the types of services you offer on the following: 
a. Imaging 
b. Protection Plus 
c. Extended Warranties 
d. Extended Warranties for batteries 

18. The City anticipates new products within the categories described herein will be automatically 
available to Participating Public Agencies at the same discount off list price indicated above.  If 
new products become available and will not be offered at the same discount describe the 
proposed verifiable pricing formula or guaranteed discount matrix for new products introduced. 

19. Describe what other products or services you offer that would be applicable to this contract. 

20. Describe any leasing or financing options available.  Include any financing or leasing documents 
that agencies would be required to sign. 

 
B. Price Proposal  

1. Provide price proposal as requested on the Price Page attached herein. 
2. As stated in the Instructions to Offerors, 7. Discounts, the price(s) herein can be discounted by 

_______%, if payment is made within ______ days.   
3. Will payment be accepted via commercial credit card?   ______Yes  ______No 

a. If yes, can commercial payment(s) be made online? _____Yes  _____No 
b. Will a third party be processing the commercial credit card payment(s)? ___Yes  ____No 
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c. If yes, indicate the flat fee per transaction $___________ (as allowable, per Section 5.2.E of 
Visa Operating Regulations). 

d. If “no” to above, will consideration be given to accept the card? ______Yes  _______No 
4. Does your firm have a City of Tucson Business License?   ______Yes  ______No 
 If yes, please provide a copy of your City of Tucson Business license.  

 
 

C. Technology 
 
1. Describe your website and the ease-of-use for customers to perform the following types of 

tasks: 
 a. to search for products 
 b. to find alternate products (if a certain product is not available)  
 c. to perform side-by-side price comparison to other Panasonic products 
 d. to order products 
 e. to order products in advance (i.e., how far in advance of required delivery date can an 

order be placed?) 
 f. to track order status, to include backordered items 
 g. to determine when an item was received and who received it 
 h. to restrict/block the ordering of certain line items and to restrict/block the ordering of 

groups 
 i. to create approval paths/levels for orders, to include creating an approval path for 

restricted items 
 j. to create a “favorites” list or other personalized list of frequently ordered items 
 k. to create a “shared” list for an agency to use 
 l. to obtain online customer service 
 m. to receive online training 
 n. to accept credit card payment (and describe the level of data offered; also describe your 

security measures for credit card orders) 
 o. to track their budget for Panasonic purchases 
 p. to generate reports 

2. Describe additional functionality offered by your website.   Provide screen shots, a demo “CD,” a 
demo URL, a manual, etc., or any other format that will aid the City in our evaluation of our 
website. 

3. Describe any national awards and/or other recognition that your website has received.    

4. Describe the hours your website is available?  What are your hours of downtime, such as for 
system maintenance?  

5. Does your website offer real time product availability? 

6. If volume discounts are proposed, does your website automatically offer the order size 
incentive?  For example, if an order reaches a certain amount, is a volume discount 
automatically offered and, if so, how is that conveyed to the customer? 

7. Describe the types of email confirmations that your website generates.  What events trigger an 
email going to the customer?   

8. Describe the registration process to set up new customers for your online ordering process.   Is 
self-registration available?  If an agency does not want self-registration, are you available to 
assist in the registration process? 

9. Describe if your website can be customized for an agency’s specific needs, such as placing our 
logo on your website, associating an agency blanket purchase order number on all orders, 
creating a bulletin board or other place to display customized messages, displaying approved 
configurations, naming certain fields (i.e., user defined fields), etc.   
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10. Describe the types of online reporting that are available.   Is customized reporting available? 

11. Describe your online return process (if available). 

12. Describe any third-party integration that you have successfully implemented.  For example, is 
your website integrated with any third-party procurement, financial, or purchasing/credit card 
systems? 

13. Describe your strategic vision for your website – i.e., Is new functionality expected to be added? 
If so, describe the functionality and the timeline for implementation.  How often is the web 
redesigned?  As technology evolves (for example, new search engines are more robust), does 
your website evolve, too?  Etc. 

 
D. Qualifications & Experience 

 
1. Provide a brief history and description of your firm. 

2. Provide the total number and location of sales persons employed by your firm. 

3. Provide the number and location of support centers (if applicable). 

4. Provide your firm’s annual sales for 2009, 2010, and 2011.  Breakout the total annual sales for 
each of the following segments: Federal government, states, local government, k-12 and higher 
education. 

5. Provide proof your firm is an authorized TP3 Panasonic reseller. 

6. Submit your FEIN and Dun & Bradstreet report. 

7. Provide contact information for the person(s) who will be responsible for the following areas 
including resumes: 
¾ Marketing 
¾ Sales 
¾ Sales Support 
¾ Financial Reporting 

8. Provide a summarization of your experience in performing work similar to that outlined in this 
solicitation.  Provide a minimum of three references for which your firm has provided the same 
solution (please include company name, address, contact person, phone number and email 
address).  References from other public agencies, particularly municipal governments, are 
preferred. 

9. Provide resumes and three references (preferably from the public sector) for the primary 
customer service representative(s).  Resume(s) shall include their title within the organization, a 
description of the type of work they would perform, the individuals' credentials, background, 
years of experience and relevant experience, etc.  References shall include the contact’s name, 
phone number, email, position, organization, and the work which the Offeror performed for the 
reference. 

10. Provide information regarding if your organization ever failed to complete any work awarded. 

11. Provide information regarding if your firm, either presently or in the past, has been involved in 
any litigation, bankruptcy, or reorganization. 

 
 
 
 
 

III. GENERAL 
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A. Shortlist: 
  The City reserves the right to shortlist the offerors on the stated criteria. However, the City may 

determine that shortlisting is not necessary.  
 
B. Interviews: 
 The City reserves the right to conduct interviews with some or all of the offerors at any point 

during the evaluation process. However, the City may determine that interviews are not 
necessary. In the event interviews are conducted, information provided during the interview 
process shall be taken into consideration when evaluating the stated criteria. The City shall not 
reimburse the offeror for the costs associated with the interview process. 

 
 C. Additional Investigations: 

 The City reserves the right to make such additional investigations as it deems necessary to 
establish the competence and financial stability of any offeror submitting a proposal. 

 
D. Prior Experience: 
 Experiences with the City and entities that evaluation committee members represent and that are 

not specifically mentioned in the solicitation response may be taken into consideration when 
evaluating offers. 

 
E. Multiple Awards: 

To provide adequate contract coverage, at the City’s sole discretion, multiple awards may be 
made. 
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 SPECIAL TERMS AND CONDITIONS 
 
 
 

1. COOPERATIVE PURCHASING:  Any Contract resulting from this solicitation shall be for the use of the 
City of Tucson.  In addition, public and nonprofit agencies that have entered into a Cooperative Purchasing 
Agreement with the City of Tucson's Department of Procurement are eligible to participate in any 
subsequent Contract.  See www.tucsonaz.gov/procure and click on Cooperatives for a list of the public and 
nonprofit agencies that have currently entered into Cooperative Purchasing Agreements with the City of 
Tucson. Additionally, this contract is eligible for use by the Strategic Alliance for Volume Expenditures 
(SAVE) cooperative. See http://www.maricopa.gov/Materials/SAVE/save-members.pdf for a listing of 
participating agencies. The parties agree that these lists are subject to change. 

 
 Any orders placed to, or services required from, the successful Contractor(s) will be requested by each 

participating agency.  Payment for purchases made under this agreement will be the sole responsibility of 
each participating agency. The Contractor may negotiate additional expenses incurred as a result of 
participating agencies’ usage of this contract (i.e., freight charges, travel related expenses, etc.).  
Additionally, the Contractor may negotiate pricing adjustments (upwards or downwards) based upon the 
participating agency’s usage/volume.   The City shall not be responsible for any disputes arising out of 
transactions made by others. 

 
 The Contractor(s) will provide an electronic copy of the complete Contract to the City of Tucson Department 

of Procurement upon receipt of the Notice of Intent to Award.  At the City's request, the successful 
Contractor(s) may also be requested to provide an electronic copy of the complete Contract to a 
participating agency. 

 
2. FEDERAL, STATE AND LOCAL TAXES, LICENSES AND PERMITS:  The Supplier shall comply with 

all Federal, State, and local licenses and permits required for the operation of the business conducted 
by the Supplier as applicable to this Contract.  The Supplier shall, at no expense to the City, National 
IPA, or other Participating Agencies, procure and keep in force during the entire period of the 
Agreement all such permits and licenses. 

 
3. FOB DESTINATION FREIGHT PREPAID: Prices shall be FOB Destination Freight Prepaid to the delivery 

location designated. Contractor shall retain title and control of all goods until they are delivered and the 
Contract of coverage has been completed. All risk of transportation and all related charges shall be the 
responsibility of the Contractor. All claims for visible or concealed damage shall be filed by the Contractor. 
The City will assist the Contractor in arranging for inspection. 

 
4. RIGHT TO TERMINATE FOR CHANGE IN OWNERSHIP OR MATERIAL RESTRUCTURE OF THE 

CONTRACTOR:  In addition to Paragraph 40 of the Standard Terms and Conditions section of this 
solicitation and resulting contract, the City reserves the right to cancel the whole or part of this contract 
within 60 days written notice of the completion of any material change of ownership in the Contractor’s 
company, including its sale, merger, consolidation or dissolution. 

 
5. TERM AND RENEWAL:  The term of the Contract shall commence upon award and shall remain in 

effect for a period of one (1) year, unless terminated, canceled or extended as otherwise provided 
herein.  The Contractor agrees that the City of Tucson shall have the right, at its sole option, to renew 
the Contract for four (4) additional one-year periods or portions thereof.  In the event that the City 
exercises such rights, all terms, conditions and provisions of the original Contract shall remain the 
same and apply during the renewal period with the possible exception of price and minor scope 
additions and/or deletions. 

http://www.tucsonaz.gov/procure
http://www.maricopa.gov/Materials/SAVE/save-members.pdf
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STANDARD TERMS AND CONDITIONS 
 

1. ADVERTISING: Contractor shall not advertise or publish information concerning this Contract without prior written consent 
of the City’s Director of Procurement. 

 
2. AFFIRMATIVE ACTION: Contractor shall abide by the provisions of the Tucson Procurement Code Chapter 28, Article XII.  
 
3. AMERICANS WITH DISABILITIES ACT: The Contractor shall comply with all applicable provisions of the Americans with 

Disabilities Act (Public Law 101-336, 42 U.S.C. 12101, et seq.) and applicable Federal regulations under the Act. 
 
4. APPLICABLE LAW: This Contract shall be governed, and the City and Contractor shall have all remedies afforded to each, 

by the Tucson Procurement Code and the law of the State of Arizona. State law claims shall be brought only in Pima County 
Superior Court.  

 
5. ASSIGNMENT-DELEGATION: No right or interest in this Contract shall be assigned by the Contractor without prior written 

permission of the City, and no delegation of any duty of the Contractor shall be made without prior written permission of the 
City's Director of Procurement. The City shall not unreasonably withhold approval and shall notify the Contractor of the City's 
position by written notice. 

 
6. CERTIFICATION OF COMPLIANCE WITH A.R.S. SEC. 35-393 ET SEQ.:  By signing this contract, the Contractor certifies 

that it does not have scrutinized business operations in Iran as required by A.R.S. sec. 35-393 et seq.  If the City determines 
that the Contractor has submitted a false certification, the City may impose remedies as provided in the Tucson 
Procurement Code up to and including termination of this contract. 

 
7. CHILD/SWEAT-FREE LABOR POLICY: The Contractor shall comply with all applicable provisions of the United States 

Federal and State Child Labor and Worker's Right laws and agrees if called upon to affirm in writing, that they, and any 
subcontractor involved in the provision of goods to the City, are in compliance. 

 
8. CLEAN UP: The Contractor shall at all times keep the contract area, including storage areas used by the Contractor, free 

from accumulation of waste material or rubbish and, prior to completion of the work, remove any rubbish from the premises 
and all tools, scaffolding, equipment and materials not property of the City. Upon completion of the repair, the Contractor 
shall leave the work and premises in clean, neat and workmanlike condition. 

 
9. COMMENCEMENT OF WORK: The Contractor is cautioned not to commence any billable work or provide any material or 

service under this Contract until Contractor receives purchase order or is otherwise directed to do so, in writing, by the City. 
 
10. CONFIDENTIALITY OF RECORDS: The Contractor shall establish and maintain procedures and controls that are 

acceptable to the City for the purpose of assuring that no information contained in its records or obtained from the City or 
from others in carrying out its functions under the Contract shall be used by or disclosed by it, its agents, officers, or 
employees, except as required to efficiently perform duties under the Contract. Persons requesting such information should 
be referred to the City. Information pertaining to individual persons shall not be divulged other than to employees or officers 
of Contractor as needed for the performance of duties under the Contract, unless otherwise agreed to in writing by the City. 

 
11. CONTRACT AMENDMENTS: The Procurement Department has the sole authority to: 
 

A. Amend the contract or enter into supplemental verbal or written agreements; 
B. Grant time extensions or contract renewals; 
C. Otherwise modify the scope or terms and provisions of the contract. 

 
This Contract shall only be modified with the approval of the Department of Procurement. Except in the case of a 
documented emergency, approval must be granted prior to performance.  Any contract modification not explicitly approved 
by the Procurement Department through a written contract amendment or change order is performed at the sole risk of the 
Contractor and may not be eligible for payment by the City. 

 
12. CONTRACT: The Contract shall be based upon the Request for Proposal issued by the City and the Offer submitted by the 

Contractor in response to the Request for Proposal. The offer shall substantially conform to the terms, conditions, 
specifications and other requirements set forth within the text of the Request for Proposal. The City reserves the right to 
clarify any contractual terms with the concurrence of the Contractor; however, any substantial non-conformity in the offer, as 
determined by the City's Director of Procurement, shall be deemed non-responsive and the offer rejected. The Contract 
shall contain the entire agreement between the City of Tucson and the Contractor relating to this requirement and shall 
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prevail over any and all previous agreements, contracts, proposals, negotiations, purchase orders, or master agreements in 
any form. 

 
13. DEFAULT IN ONE INSTALLMENT TO CONSTITUTE TOTAL BREACH: Contractor shall deliver conforming materials in 

each installment or lot of this Contract and may not substitute nonconforming materials. Delivery of nonconforming 
materials, or default of any nature, may constitute breach of the Contract. Noncompliance may be deemed a cause for 
possible Contract termination. 

 
14. DUPLEXED/RECYCLED PAPER: In accordance with efficient resource procurement and utilization policies adopted by the 

City of Tucson, the Contractor shall ensure that, whenever practicable, all printed materials produced by the Contractor in 
the performance of this Contract are duplexed (two-sided copies), printed on recycled paper and labeled as such. 

  
15. EXCLUSIVE POSSESSION: All services, information, computer program elements, reports and other deliverables created 

under this Contract are the sole property of the City of Tucson and shall not be used or released by the Contractor or any 
other person except with prior written permission by the City. 

 
16. FEDERAL IMMIGRATION LAWS AND REGULATIONS:  Contractor warrants that it complies with all Federal Immigration 

laws and regulations that relate to its employees and complies with A.R.S. § 23-214(A) and that it requires the same 
compliance of all subcontractors under this Contract. Contractor acknowledges that pursuant to A.R.S. § 41-4401 and 
effective September 30, 2008, a breach of this warranty is a material breach of this Contract subject to penalties up to and 
including termination of this Contract. The City retains the legal right to audit the records of the Contractor and inspect the 
papers of any employee who works for the Contractor to ensure compliance with this warranty and the Contractor shall 
assist in any such audit.  The Contractor shall include the requirements of this paragraph in each contract with 
subcontractors under this Contract. 

 
If the Contractor or subcontractor warrants that it has complied with the employment verification provisions prescribed by 
sections 274(a) and 274(b) of the Federal Immigration and Nationality Act and the E-verify requirements prescribed by 
A.R.S. § 23-214(A), the Contractor or subcontractor shall be deemed to be in compliance with this provision.  The City may 
request proof of such compliance at any time during the term of this Contract by the Contractor and any subcontractor. 

 
17. FORCE MAJEURE: Except for payment of sums due, neither party shall be liable to the other nor deemed in default under 

this Contract if and to the extent that such party's performance of this Contract is prevented by reason of Force Majeure. 
The term "Force Majeure" means an occurrence that is beyond the control of the party affected and occurs without its fault 
or negligence. Force Majeure shall not include late performance by a subcontractor unless the delay arises out of a Force 
Majeure occurrence in accordance with this Force Majeure term and condition. 

 
 If either party is delayed at any time in the progress of the work by Force Majeure, the delayed party shall notify the other 

party in writing of such delay, as soon as is practical, of the commencement thereof and shall specify the causes of such 
delay in such notice. Such notice shall be hand-delivered or mailed certified-return receipt and shall make a specific 
reference to this article, thereby invoking its provisions. The delayed party shall cause such delay to cease as soon as 
practicable and shall notify the other party in writing when it has done so. The time of completion shall be extended by 
contract modification for a period of time equal to the time that results or effects of such delay prevent the delayed party 
from performing in accordance with this Contract. 

 
18. GRATUITIES: The City may, by written notice to the Contractor, terminate this Contract if it is found that gratuities, in the 

form of entertainment, gifts, meals or otherwise, were offered or given by the Contractor or any agent or representative of 
the Contractor, to any officer or employee of the City amending, or the making of any determinations with respect to the 
performing of such Contract. In the event this Contract is terminated by the City pursuant to this provision, the City shall be 
entitled, in addition to any other rights and remedies, to recover or withhold from the Contractor the amount of the gratuity. 

 
19. HUMAN RELATIONS: Contractor shall abide by the provisions of the Tucson City Code Chapter 28, Article XII. 
 
20. INDEMNIFICATION: To the fullest extent permitted by law, Contractor, its successors, assigns and guarantors, shall pay, 

defend, indemnify and hold harmless the City of Tucson, its agents, representatives, officers, directors, officials and 
employees from and against all allegations, demands, proceedings, suits, actions, claims, including claims of patent or 
copyright infringement, damages, losses, expenses, including but not limited to, attorney fees, court costs, and the cost of 
appellate proceedings, and all claim adjusting and handling expense, related to, arising from or out of or resulting from any 
actions, acts, errors, mistakes or omissions caused in whole or part by Contractor relating to work, services and/or products 
provided in the performance of this Contract, including but not limited to, any Subcontractor or anyone directly or indirectly 
employed by any of them or anyone for whose acts any of them may be liable and any injury or damages claimed by any of 
Contractor’s and Subcontractor’s employees. 
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21. INDEPENDENT CONTRACTOR: It is understood that each party shall act in its individual capacity and not as an agent, 

employee, partner, joint venturer, or associate of the other. An employee or agent of one party shall not be deemed or 
construed to be the employee or agent of the other party for any purpose. 

 
 The Contractor shall not be entitled to compensation in the form of salaries, paid vacation or sick days by the City.  
 
 The City of Tucson will not provide any insurance coverage to the Contractor, including Worker's Compensation coverage. 

The Contractor is advised that taxes, social security payments, and other withholdings shall not be withheld from a City 
payment issued under this Contract and that Contractor should make arrangements to directly pay such expenses. 

 
22. INSPECTION AND ACCEPTANCE: All material or service is subject to final inspection and acceptance by the City. Material 

or service failing to conform to the specifications of this Contract shall be held at the Contractor's risk and may be returned 
to the Contractor. If returned, all costs are the responsibility of the Contractor. Noncompliance may be deemed a cause for 
possible Contract termination.  

 
23. INTERPRETATION-PAROLE EVIDENCE: This Contract is intended by the parties to be a final expression of their 

agreement and is intended also as a complete and exclusive statement of the terms of this agreement. No course of prior 
dealings between the parties and no usage of the trade shall be relevant to supplement or explain any term used in the 
Contract. Acceptance or consent in the course of performance under this Contract shall not be relevant to determine the 
meaning of this Contract even though the accepting or consenting party has knowledge of the nature of the performance 
and the opportunity to object. 

 
24. LICENSES: Contractor shall maintain in current status all Federal, State, and local licenses and permits required for the 

operation of the business conducted by the Contractor as applicable to this Contract. 
 
25. LIENS: All materials, services, and other deliverables supplied to the City under this Contract shall be free of all liens other 

than the security interest. Security interest shall extinguish upon full payment made by the City. Upon the City’s request, the 
Contractor shall provide a formal release of all liens. 

 
26. NO REPLACEMENT OF DEFECTIVE TENDER: Every tender of materials must fully comply with all provisions of this 

Contract. If a tender is made which does not fully comply, this shall conform to the termination clause set forth within this 
document. 

 
27. NON-EXCLUSIVE CONTRACT: Any contract resulting from this solicitation shall be awarded with the understanding and 

agreement that it is for the sole convenience of the City of Tucson. The City reserves the right to obtain like goods or 
services from another source when necessary. 

 
28. OVERCHARGES BY ANTITRUST VIOLATIONS: The City maintains that, in actual practice, overcharges resulting from 

antitrust violations are borne by the purchaser. Therefore, to the extent permitted by law, the Contractor hereby assigns to 
the City any and all claims for such overcharges as to the materials or services used to fulfill the Contract. 

 
29. PAYMENT: The City’s preferred method of payment is via credit card.  The City will issue a Purchase Order and, in some 

cases, either provide a credit card for payment at the time of ordering or pay subsequent invoices by credit card upon 
receipt of goods or services in good order.  However, not all City employees will possess a credit card and, therefore, the 
City reserves the right to make payment by check as it deems necessary. 

  
Unless payment is made by credit card at time of order or point of sale, a separate invoice shall be issued for each shipment 
of material or service performed, and no payment shall be issued prior to receipt of material or service and correct invoice. 

  
The City shall make every effort to process payment for the purchase of materials or services within twenty-one (21) 
calendar days after receipt of materials or services and a correct invoice. 

 
30. PROTECTION OF GOVERNMENT PROPERTY: The Contractor shall use reasonable care to avoid damaging existing 

buildings, equipment, and vegetation (such as trees, shrubs, and grass) on City property. If the Contractor fails to do so and 
damages such property, the Contractor shall replace or repair the damage at no expense to the City, as determined and 
approved by the City’s Director of Procurement. If the Contractor fails or refuses to make such repair or replacement, the 
City will determine a cost and the Contractor shall be liable for the cost thereof, which may be deducted from the Contract 
price. 

 
31. PROVISIONS REQUIRED BY LAW: Each and every provision of law and any clause required by law to be in the Contract 

shall be read and enforced as though it were included herein, and if through mistake or otherwise any such provision is not 



CITY OF TUCSON DEPARTMENT OF PROCUREMENT REQUEST FOR PROPOSAL NO. 120471 
255 W. ALAMEDA, 6TH FLOOR, TUCSON, AZ  85701 PAGE 18 OF 23 
 CONTRACT OFFICER: NATHAN DAOU 
 PH: (520) 837-4136 / FAX: (520) 791-4735 
 

inserted, or is not correctly inserted, then upon the application of either party the Contract shall be amended to make such 
insertion or correction. 

 
32. RECORDS: Internal control over all financial transactions related to this Contract shall be in accordance with sound fiscal 

policies. The City may, at reasonable times and places, audit the books and records of the Contractor and/or any 
subcontractors. Said audit shall be limited to this Contract. 

 
33. RIGHT TO ASSURANCE: Whenever one party to this Contract has reason to question, in good faith, the other party's intent 

to perform, the former party may demand that the other party give a written assurance of this intent to perform. In the event 
that a demand is made and no written assurance is given within five (5) days, the demanding party may treat this failure as 
the other party’s intent not to perform and as a cause for possible Contract termination. 

 
34. RIGHT TO INSPECT: The City may, at reasonable times, and at the City's expense, inspect the place of business of a 

Contractor or subcontractor which is related to the performance of any Contract as awarded or to be awarded. 
 
35. RIGHTS AND REMEDIES: No provision in this document or in the Contractor's proposal shall be construed, expressly or by 

implication, as a waiver by either party of any existing or future right and/or remedy available by law in the event of any 
claim, default or breach of contract. The failure of either party to insist upon the strict performance of any term or condition 
of the Contract, to exercise or delay the exercise of any right or remedy provided in the Contract or by law, or to accept 
materials or services required by this Contract or by law shall not be deemed a waiver of any right of either party to insist 
upon the strict performance of the Contract. 

 
36. SEVERABILITY: The provisions of this Contract are severable to the extent that any provision or application held to be 

invalid shall not affect any other provision or application of the Contract which may remain in effect without the valid 
provision or application. 

 
37. SHIPMENT UNDER RESERVATION PROHIBITED: No tender of a bill of lading shall operate as a tender of the materials. 

Non-compliance shall conform to the termination clause set forth within this document.  
 
38. SUBCONTRACTS: No subcontract shall be entered into by the Contractor with any other party to furnish any of the 

material/service specified herein without the advance written approval of the City's Director of Procurement. All subcontracts 
shall comply with Federal and State laws and regulations which are applicable to the services covered by the subcontract 
and shall include all the terms and conditions set forth herein which shall apply with equal force to the subcontract, as if the 
subcontractor were the Contractor referred to herein. The Contractor is responsible for contract performance whether or not 
subcontractors are used.  

 
39. SUBSEQUENT EMPLOYMENT: The City may terminate this Contract without penalty or further obligation pursuant to 

A.R.S. Section 38-511 if any person significantly involved in initiating, negotiating, securing, drafting, or creating the 
Contract, on behalf of the City, is or becomes, at any time while the Contract or any extension of the Contract is in effect, an 
employee of, or a contractor to, any other party to this Contract with respect to the subject matter of the Contract. 
Termination shall be effective when written notice from the City's Director of Procurement is received by the parties to this 
Contract, unless the notice specifies a later time. 

 
40. TERMINATION OF CONTRACT: This Contract may be terminated at any time by mutual written consent, or by the City, 

with or without cause, upon giving thirty (30) days written notice. The City, at its convenience, by written notice, may 
terminate this Contract, in whole or in part. If this Contract is terminated, the City shall be liable only for payment under the 
payment provisions of this Contract for services rendered and accepted material received by the City before the effective 
date of termination. 

 
 The City reserves the right to terminate the whole or any part of this Contract due to the failure of the Contractor to carry out 

any term or condition of the Contract. The City will issue a written ten (10) day notice of default to the Contractor for acting 
or failing to act as specified in any of the following: 

 
 In the opinion of the City, the Contractor provides personnel that do not meet the requirements of the Contract; 
 
 In the opinion of the City, the Contractor fails to perform adequately the stipulations, conditions or services/specifications 

required in this Contract; 
 
 In the opinion of the City, the Contractor attempts to impose personnel, materials, products or workmanship of an 

unacceptable quality; 
 
 The Contractor fails to furnish the required service and/or product within the time stipulated in the Contract; 
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 In the opinion of the City, the Contractor fails to make progress in the performance of the requirements of the Contract; 
 
 The Contractor gives the City a positive indication that the Contractor will not or cannot perform to the requirements of the 

Contract. 
 
 Each payment obligation of the City created by this Contract is conditioned upon the availability of City, State and Federal 

funds that are appropriated or allocated for the payment of such an obligation. If funds are not allocated by the City and 
available for the continued purchase of the services and/or materials provided under this Contract, this Contract may be 
terminated by the City at the end of the period for which funds are available. The City will endeavor to notify the Contractor 
in the event that continued service will or may be affected by non-appropriation. No penalty shall accrue to the City in the 
event this provision is exercised, and the City shall not be obligated or liable for any future payments due or for any 
damages as a result of termination under this paragraph. 

  
41. TITLE AND RISK OF LOSS: The title and risk of loss of material or service shall not pass to the City until the City actually 

receives the material or service at the point of delivery, unless otherwise provided within this Contract. 
  
42. WARRANTIES: Contractor warrants that all material or service delivered under this Contract shall conform to the 

specifications of this Contract. Mere receipt of shipment of the material or service specified and any inspection incidental 
thereto by the City shall not alter or affect the obligations of the Contractor or the rights of the City under the foregoing 
warranties. Additional warranty requirements may be set forth in this document. 
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PRICE PAGE 
 
 

Offerors shall provide discounts off the Panasonic SRP for each product category.   
 
 

ITEM NO. PRODUCT GROUP 
PERCENT DISCOUNT OFF 

PANASONIC SRP  
 
1. 

 
Toughbook Product Line  

   
1a. Fully-Rugged 

(If different discounts are available for different models, list all 
models, with their corresponding discount, in the Fully-Rugged 
product group.) 

                 %

1b.   Accessories                  %
   

1c. 

Semi-Rugged 
(If different discounts are available for different models, list all 
models, with their corresponding discount, in the Semi-Rugged 
product group.) 

                 %

1d.   Accessories                  %
   
1e. Business Rugged 

(If different discounts are available for different models, list all 
models, with their corresponding discount, in the Business 
Rugged product group.) 

                 %

1f.   Accessories                  %
   

1g. 

Wireless Display 
(If different discounts are available for different models, list all 
models, with their corresponding discount, in the Wireless 
Display product group.) 

                 %

1h.   Accessories                  %
   
2. Arbitrator                  %
   
3. Arbitrator and Toughbook Accessories  
3a.   Memory Expansion                  %
3b   Carry Cases                  %
3c.   Power Accessories                  %
3d.   Drives                  %
3e.   Docking/Port Replicators                  %
3f.   External Displays                  %
3g.   Vehicle Mounts                  %
3h..   All Other Accessories                  %
   
4. Panasonic Professional Displays                  %
   
5. Panasonic Professional Audio Visual                  %
   
6. Panasonic Video Conferencing                  %
   
7. Other Panasonic Public Safety Solutions Products  
 ___________________________                  % 
 ___________________________                  % 
 ___________________________                  % 
 ___________________________                  % 
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 ___________________________                  % 
 Attach additional sheets, if required  
   
8. Complementary Non-Panasonic Accessories Manufacturers  

 List manufacturers proposed: 
Provide proposed discount by 
manufacturer 

8a. ___________________________  % 
8b. ___________________________  % 
8c. ___________________________  % 
8d. ___________________________  % 
8e. ___________________________  % 
 Attach additional sheets, if required  
   
9. Services  
9a.   Imaging  % 
9b.   Protection Plus  % 
9c.   Extended Warranties  % 
9d.   Extended Warranties – Batteries  % 
9e.   Consulting  % 
9f.   Installation  % 
9g.   Repair  % 

9h.   List other services provided: 
Provide proposed discount for 
each service 

 ___________________________  % 
 ___________________________  % 
 ___________________________  % 
 Attach additional sheets, if required  

 
 

 
 

 
HAVE YOU SUBMITTED ALL AMENDMENTS?  CHECK OUR WEBSITE NOW! 

AMENDMENTS MAY BE DOWNLOADED AT http://www.tucsonprocurement.com/  
 

http://www.tucsonprocurement.com/
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OFFER AND ACCEPTANCE 
 

OFFER 
 
TO THE CITY OF TUCSON: 
The Undersigned hereby offers and shall furnish the material or service in compliance with all terms, scope of work, conditions, 
specifications, and amendments in the Request for Proposal which is incorporated by reference as if fully set forth herein. 
 
 
         For clarification of this offer, contact: 
 
 
         Name:       
Company Name 
 
         Title:        
Address 
 
         Phone:        
City    State  Zip 
 
         Fax:       
Signature of Person Authorized to Sign 
 
         E-mail:  _________________________________ 
Printed Name 
 
        
Title 
 
 
 
 

ACCEPTANCE OF OFFER 
 

The Offer is hereby accepted. The Contractor is now bound to sell the materials or services specified in the Contract. This Contract 
shall be referred to as Contract No.                              .  
 
 
 
         CITY OF TUCSON, a municipal corporation 
 
Approved as to form this _____ day of                    , 2012.  Awarded this             day of                                     , 2012. 
 
 
 
                 
As Tucson City Attorney and not personally    Mark A. Neihart, C.P.M., CPPB, A.P.P., CPM 
         As Director of Procurement and not personally 
 
 



CITY OF TUCSON DEPARTMENT OF PROCUREMENT REQUEST FOR PROPOSAL NO. 120471 
255 W. ALAMEDA, 6TH FLOOR, TUCSON, AZ  85701 PAGE 23 OF 23 
 CONTRACT OFFICER: NATHAN DAOU 
 PH: (520) 837-4136 / FAX: (520) 791-4735 
 

ATTACHMENTS 
 
 
Attachment I: National IPA Exhibits 
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Executive Summary 
 
This document represents our formal response to the City of Tucson and the National 
Intergovernmental Purchasing Alliance RFP 120471, dated 17 February 2012. We 
welcome your RFP and recognize the diligent efforts that went into the construction of 
this document. In keeping with our professional business practices, we have responded 
fully and enthusiastically to your requirements.  
 
We look forward to building a relationship with The City and National IPA for the 
inclusion of the Panasonic Toughbook line of IT products and accessories, LCD and 
Plasma displays, audio/visual equipment, and video conferencing products within the 
National IPA procurement programs.    
 
We offer our customers significant advantages in the areas of quality and reliability for 
the class of products you have specified. Because of the reputation of durability that 
these products deservedly enjoy, they are favored for applications within the Public 
Safety sector and by Government agencies that support mobile operations.  
 
Product categories that we have proposed are directly aligned with your specifications, 
as follows:  
 

 Panasonic Toughbook® portable computer products including: 
 

i. Fully-rugged 
ii. Vehicle mounted rugged 
iii. Semi-rugged 
iv. Business rugged 

 

 Panasonic Accessories including but not limited to vehicle mounts, desktop 
replicators, batteries, battery chargers, memory cards, external drives, 
extended warranties, etc. 

 

 Ancillary Products and Services – It is recognized that there may be 
ancillary products and services, not offered by Panasonic, that complement 
the Toughbook and Arbitrator product lines, such as vehicle mounts, 
antennas, etc. that may be purchased under this contract. The purchase of 
the ancillary products and services must be associated to a Panasonic 
product line.  

 

 Panasonic professional displays including LCD and plasma displays.  
 

 Panasonic professional audio visual equipment, including professional 
cameras.  

 

 Panasonic video conferencing products.  
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We have submitted our proposal as the manufacturer of the Panasonic products 
presented, and have specifically designated the Panasonic TP3 Resellers that we have 
authorized to service this contract according to the national service and supply 
requirements specified.  
 
As a management team, we look forward to supporting The City’s and National IPA’s 
goals of reducing the purchasing time, costs, and burden required to procure these 
products by purchasing officers of eligible and participating agencies. Our dedicated 
support team, and our reseller’s support teams for this contract will ensure that your 
buyers have the tools and enabling resources that they require to effectively support 
their procurement efforts.  
 
In closing, we believe that when The City and National IPA considers all factors, 
including Panasonic’s proven reputation for product quality and support, as well as 
proposed cost discounts, our program management methodology, and the quality of our 
TP3 resellers support, that Panasonic System Communications Company of North 
America will stand out as an advantageous choice for contract re-award.  
 
The balance of our submission addresses the specific information requirements 
established within RFP 120471. We will welcome any and all questions as you evaluate 
the merits of our proposal response. 
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A. Method of Approach 
 
The following section directly addresses your questions related to the actions that 
Panasonic, and our designated TP3 resellers will take to fulfill the marketing and 
logistical requirements associated with the contract that will result from this solicitation.  
  

A1. Distribution Plan 
Your Requirement: Describe how products and services will be distributed nationwide. 
 
Our Response: 
As an organization, Panasonic offers The City and National IPA all of the cost and 
efficiency benefits of doing business directly with the manufacturer, as well as the 
benefits of the personalized and focused support that will be provided. In responding to 
this opportunity, we have designated seven (7) Panasonic TP3 resellers to service the 
resulting contract. Each of the TP3 resellers we have designated enjoys a strong 
reputation for quality, innovation, and results oriented service within the public sector.   
 
Currently, PSCNA, along with the strong partnership of our many resellers, extensively 
services Government and Public Agency organizations throughout all 50 states. 
Likewise, our designated TP3 Resellers who will service this contract have 
comprehensive experience in meeting these needs on a national scale as well. 
Products and services provided through our distribution and support channel includes: 
 

 Pre-Sales Support and Engineering 

 Toughbook Products 

 Toughbook Accessories 

 Vehicle Mounts 

 Panasonic Arbitrator Products 

 Warranty Services 

 Extended Warranty Services 

 Deployment Services 

 Professional Services 

 
Throughout the performance of this contract, Panasonic and our TP3 resellers will work 
as a coordinated team to ensure that the needs of The City and National IPA eligible 
agencies are fully met. Upon contract award, we will begin a detailed planning and 
deployment process designed to ensure that all contract requirements are aligned and 
that processes, procedures, and assets are focused on meeting the needs of the 
agencies throughout the United States that this contract will service. 
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Designated Panasonic TP3 Resellers 
In the same fashion as Panasonic operated the last one, we have enlisted seven (7) 
TP3 resellers for this contract. These resellers are: 
 
  Visual Pro 360  

Gunny Gant, National Account Sales Executive 
Office:(817) 898-0436 
Cell: (817) 239-7565 
ggant@visualpro360.com   
www.visualpro360.com  

 
  Mobile Concepts Technology, LLC (MCT)  

West Coast - Arizona  
13669 S. 37th Place  
Phoenix, AZ 85044  
480-299-3166  
 
East Coast - Washington, DC  
7835 Royal Sydney Drive  
Gainesville, VA 20155  
703-577-0780  
Bill Duncan  
bduncan@mobileconceptstech.com   

 
  CDW-G  

200 North Milwaukee Ave  
Vernon Hills, IL 60061  
FEIN: 36-3310735  
Wilson Garcia  
Office: 312.705.3363  
www.cdwg.com  
wilsgar@cdw.com   

 
  PCS Mobile (formerly Portable Computer Solutions)  

PCS Denver Office  
1200 W. Mississippi Avenue  
Denver, CO 80223  
Kathy Pakkebier  
Office: 303-346-2487  
www.portablecomputersystems.com  
kathyp@portablecomputersystems.com   
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  Insight Public Sector  
105 West Fifth Avenue  
Tallahassee, FL 32303  
FEIN: 36-3949000  
Office: 800-491-6822  
www2.ips.insight.com  

 
  AVI SPL  

6301 Benjamin Rd. STE 101  
Tampa, FL 33634  
Tom Corzine, VP, Government Sales  
800-282-6733  
tom.corzine@avispl.com   

 
  Whitlock Group 

12820 West Creek Parkway  
Richmond, VA 23238  
Phillip Reyes, VP-Government Sales  
(410) 537-6300  
(443) 306-4849  
reyesp@whitlock.com 

 
 
We are pleased to offer the reseller partners of AVI SPL and the Whitlock Group, as 
they are our strategic partners whose focus is to support our Professional Display 
Products and Professional Audio Visual Products. 
 

 A2. Distribution Facilities, Warehouses, and Retail 
Network Information 
Your Requirement: Provide the number, size and location of distribution facilities, 
warehouses and retail network as applicable. 
 
Our Response: Each of our designated TP3 resellers offers an extensive set of 
recourses that will be required to fulfill this contract. In designating TP3 resellers, as well 
as our distributor, each requisite function related to pre-sales, order, order fulfillment, 
and customer support are redundantly covered within the scope of operations that will 
be required to successfully fulfill the terms and intent of this award.  
 
Note: Panasonic does not restrict The City or National IPA with regards to which 
designated reseller various Participating Agencies prefer to utilize on the basis of 
features and BPO support programs offered to support their respective procurements.  
 
The following section describes in greater detail the PSCNA structure:  
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 Panasonic System Communications Company of North America (PSCNA) is a 
unit company of Panasonic Corporation of North America, which is a Subsidiary 
of Matsushita Electric Industrial Co., Ltd. (NYSE: MC). 

 
 Panasonic System Communications Company of North America operates 

facilities and offices throughout the United States, with our headquarters at: 
 

3 Panasonic Way, 2F-11 
Secaucus, NJ 07094 

 

 Specifics with respect to the allocation and location of labor sources for the 
following activities are described as follows: 

 

o Accounting and customer service functions are performed from our 
headquarters location in Secaucus, NJ.  

 

o Inside and outside sales, K-12 sales, and Public Safety sales support 
functions are performed within the United States by the representatives 
we have designated within our bid.  

 

o Implementation services and on-site repair are performed within the 
United States (as may be separately purchased) by PSCNA employees.   

 

o Technical call center services and warranty support for National IPA and 
its customers under this contract by the Panasonic National Service 
Center at Heartland located at 14206 Overbrook, Leawood, KS 66224. 
 

o Product shipping activities in support of this contract for for National IPA 
and its customers are performed by our facility in Secaucus, NJ as well 
as our network of Distributors to include CDW-G, PCS, and Insight, 
among others.  

 
o Product manufacturing operations is performed at our plants in Kobe, 

Japan, Osaka, Japan and Taiwan.  
 
The Panasonic National Service Center at Heartland center located in Leawood, 
Kansas is a third-party sub-contract facility exclusively dedicated to Panasonic technical 
and warranty support. 
 

A3. Return and Restocking Policy 
Your Requirement: State any return and restocking policy, and any fees, if applicable 
associated with returns. 
 
Our Response: Returns under this contract will be handled according to Panasonic’s 
standard RMA process. Additional information with respect to RMA procedures is 
included within the Panasonic Warranty and Service Agreement information that has 
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been attached as Attachment A – see our response to Question A12.  
 
There are no fees associated with covered repairs. Units that are DOA can be returned 
for replacement with no additional charge. Policies on other returns and/or value-added 
warranty services may vary with each Authorized Reseller we have designated.    
 
Note: Panasonic does not restrict The City or National IPA with regards to which 
designated reseller various Participating Agencies prefer to utilize on the basis of 
features and BPO support programs offered to support their respective procurements. 
 

A4. Marketing Plan 
Your Requirement: Outline a plan for marketing the products/services to Participating 
Agencies nationwide. 
 
Our Response: Panasonic has a worldwide reputation for the depth and diversity of our 
research capabilities, manufacturing expertise and product offerings. Toughbooks are 
the mobile PCs that feature industry-leading reliability. With the backing of Panasonic, 
rugged Toughbooks feature the latest technological advancements while providing the 
organizations that you support with the best defense against downtime.  
 
The products that you have specified for inclusion within this award all enjoy a strong 
reputation for high durability and performance. As such, they are widely recognized as 
ideal for public safety and various high demand field applications. In addition to the 
Toughbook line of products we offer, Panasonic is also pleased to offer the following 
products for the National IPA contract: 
 

Document Description 
 
 Toughbooks® (Fully Rugged) 

 

 19 

 
 
 
 
 31 
 
 
 
 
 H2 

 
 
 

19 spec sheet - Nov 
2011.pdf

31_ss - Nov 2011.pdf

H2_ss - Jan 2012.pdf
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Document Description 
 
 

Toughbooks® (Semi‐Rugged)  
 

53 
 

 
Document Description 
 
 Toughbooks® (Business Rugged) 

 

 F9 

 
 
 
 
 S10 
 
 
 
 
 C1 

 
 

Document Description 
 
 

 
 

Arbitrator 

 
 

Document Description 
 
 

 
 

Plasma   

 
 

Document Description 
 
 

 
 

Tactical Video Conferencing (VTC) 

 
 

Plasma - 
th-50_42pf30 - June 2

VTC product overview 
- march 2012.pdf

53_ss - Nov 2011.pdf

Abitrator_360_brochu
re - Jan 2011.pdf

F9_ss - June 2011.pdf

S10_ss - June 
2011.pdf

C1-ss - June 2011.pdf
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Document Description 
 
 

 
 

Audio/Visual Camera   

 
To support our marketing efforts, measures that Panasonic will apply to the process of 
marketing our products to National IPA’s Participating Agencies include:  
 

 General media exposure for all products offered through Panasonic’s ongoing 
advertising efforts in many media formats, including television and printed 
publications.  

 Online catalog sites through Panasonic and our TP3 resellers along with online 
product specifications information.  

 Printed product material and specifications available through the Authorized 
Resellers we have proposed.   

 Authorized Reseller outreach activities to existing customers and participating 
agencies within their respective areas of operation or vertical focus.  

 Reseller education programs designed to focus on National IPA operations and 
product alignment to the missions that National IPA Participating Agencies 
support.  

 Manufacturer support to Authorized Resellers for both Pre-Sales and Post-Sales 
account management support (below). 

 
Panasonic has shipped millions of dollars worth of products to Government, Education, 
and Public Safety customers worldwide. Our products have shown the best overall 
performance metrics. Panasonic has been able to achieve this success by working with 
industry experts, customers and partners with the purpose of continually pushing the 
mobile computing envelope. In addition, Panasonic has developed its own internal team 
dedicated to ensuring that our Government customers get the highest level of pre- and 
post-sale support.  
 
We’re committed to understanding your needs as well as the demands of the 
Government, Education, and Public Safety agencies you support. Our dedication to 
supporting our Government customers is what continues to make us the industry leader 
with the best screen technology, fastest processors, most effective integrated wireless 
technology, and the newest software solutions. Panasonic has proven that we out 
perform our competitors in the Government sector, and that we will continue to do so in 
the future.To support these efforts, PSCNA offers The City, National IPA, and our 
designated TP3 resellers the support of the following PSCNA personnel: 
 
 
 

Camera - 
AG-HMC150_brochure 
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National Contract Management 
 

Company Name:  Panasonic  
Address:   21473 Glebe View Drive 
City, State, Zip:  Ashburn VA 20148 
Phone #:  973-303-7787  
Contact Name:  Michelle Chapin 
E-mail:  Michelle.Chapin@us.panasonic.com   

 

National Sales Management 
 

Company Name:  Panasonic  
Address:   4741 Pebble Creek 
City, State, Zip:  Aubrey, TX 76227 
Phone #:   (940) 243-7225 
Contact Name:  Kay Stewart   
E-mail:   Kay.Stewart@us.panasonic.com   

 
 

Local Tucson & Regional Sales Management 
 

Company Name:  Panasonic  
Address:   13669 South 37th Place 
City, State, Zip:  Phoenix, AZ 85044 
Phone #:   (480) 895-8149 
Contact Name:  Marc Taylor 
E-mail:  Marc.Taylor@us.panasonic.com  

 
 

Financial Reporting   
 

Company Name:  Panasonic 
Address:   21473 Glebe View Dr 
City, State, Zip:  Ashburn VA 20148 
Phone #:   973-303-7787 
Contact Name:  Michelle Chapin 
E-mail:   contracts@us.panasonic.com  

 
 

Note: An alternate will be designated for reporting maintenance beyond initial 
deployment. 
 

Biographies of Key Panasonic Personnel 
Biographies of PSCNA key personnel appear on the following pages. 
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A5. Sales Force Education 
Your Requirement: Explain how a national sales force will be educated about the 
contract. 
 
Our Response: During our initial deployment planning and contract implementation 
phases, we will develop specific training guidelines and schedules to ensure that: 
 

1. PSCNA direct business development and sales managers, as well as 
executive account managers are fully briefed and educated on the specifics, 
requirements, and procedures for this contract. Contract planning and 
implementation activities related to sales force education will be overseen at 
the National level by the personnel designated above.  

 
2. Contract education will then be disseminated to PSCNA sales management 

personnel Nationally. This will be facilitated through the following 
mechanisms:  

 

a. Contract support documentation 

b. Briefings 

c. One-on-One meetings 

d. Teleconferences 

e. Group meetings / support planning sessions with regional sales 
management.  

 
3. TP3 Resellers will be incorporated into the overall sales force education 

program. During planning our development and management team will 
coordinate closely with our TP3 reseller’s contract support and training teams 
in order to:  

 

a. Identify support and training requirements that are unique to this contract.  

b. Identify collateral materials and electronic materials requirements for 
education.  

c. Provide assistance with training as may be required or requested from 
each of our designated TP3 resellers for their locations and sales 
personnel nationally.   

 
Training resources that are currently available to our sales force and our TP3 resellers 
are extensive. Our view of training for this contract is that training will be contract 
marketing and contract support specific. Educational materials and processes that are 
currently incorporated into our national sales and support programs currently include:  

 
 Online catalog sites through Panasonic and our TP3 resellers along with online 

product specifications information.  
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 Printed product material and specifications available through the Authorized 
Resellers we have proposed.   

 Manufacturer support to Authorized Resellers for both Pre-Sales and Post-Sales 
account management support.  

 Demonstration and trail unit programs.  

 
On-line configuration support (available through Panasonic, Designated Distributors, as 
well as the sites operated by our designated TP3 Resellers to support their current 
sales force education and configuration management programs). 
 

A6. 90-Day Implementation Plan 
Your Requirement: Provide a detailed 90-day implementation plan describing how the 
contract will be implemented within the firm as the primary go-to-market strategy for 
government agencies. 
 
Our Response: To support this contract, PSCNA will continue to provide assistance to 
The City, National IPA, and our resellers’ account management professionals at many 
levels. These include pre-sales and post-sales engineering support, as well as support 
to ensure the timely availability of product to fulfill orders in accordance with arranged 
schedules for delivery. PSCNA will continue to provide The City and National IPA as 
well as our account management employees with access to PSCNA management, and 
will support operations through a number of mechanisms, which include:  
 

 Online systems for support and order fulfillment through the TP3 reseller 
partners.   

 

 Direct local support through PSCNA engineering team members.  
 

 Formalized publications and procedures.  
 

 Regulatory, requirements, and program management assistance through our 
corporate and field offices.  

 

 Manufacturer’s technical support.  
 

 Manufacturer’s service and warranty support.  
 
For this contract, PSCNA has designated several key individuals to manage this 
contract and develop sound business plans and program strategies to support The City, 
National IPA, and our Account Management teams.  
 
In approaching this program, we know that the timeliness of product deliveries and 
procurement information are key drivers for how successfully we meet the needs of 
participating agencies. As such, we are committing to provide top-quality individuals as 
well as the appropriate level of resources to ensure the success of this program.  
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Because PSCNA is the current contract holder, we can execute the transition to the new 
contract in place, and with minimal risk to National IPA or the City of Tucson. As such, a 
90-day transition will not be necessary; rather, our approach is to confirm existing 
requirements, and to make adjustments needed to adapt to any contract changes and 
procedural changes through our transition discussions with National IPA. Our incumbent 
transition program for the contract will be led by Michelle Chapin.  
 
The timeline below shows the major activities for our proposed 30-day transition.  

 
The chart that appears on the following unnumbered page details our proposed 
deployment timeline along with the associated top-level WBS detail.   
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This space intentionally left blank. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



ID Task 
Mode

Task Name

1 PSCNA Re-Award Transition Plan for National IPA 

2  Award Notifications (Date to vary based on National 
IPA decision timeframe)

3  Finalize Negotiations - Notice to Proceed

4  Contract Signed

5  Current Operations Alignment to New Contract

6  Reseller Notifications / Schedule Coordination

7  Review and Refresh of Participating Addendums 

8  Reseller Customer Support Tools Reviews and 
Adjustments (as needed)

9  Sales Education Program Adjustments for New Contrac

10  Supporting Communications Materials Adjustments

11  Supporting Sales Education Plan Adjustments

12  Planning and Program Communications Review

13  New Contract Communications Program Approval

14  New Contract Sales Education Plan Approval

15  Revised / Adjusted Communications Program 
Implementation

16  Refresher / New Contract Sales Education

17  Reporting Requirements Adjustments

18  Reporting Plan Approval

19  Service Plan Adjustments and Coordination

20 Supporting Materials Distribution

21 Continue Existing Customer Contract Marketing

22 Order / Fulfillment / Support Systems Final Review

23 Contract Sales Program Commencement

7/16

8/30

S M T W T F S S M T W T F S S M T W T F S S M T W T F S S M T W T F S S M T W T F S S M T W T F S S M
Jul 15, '12 Jul 22, '12 Jul 29, '12 Aug 5, '12 Aug 12, '12 Aug 19, '12 Aug 26, '12 Sep

Task

Split

Milestone

Summary

Project Summary

External Tasks

External Milestone

Inactive Task

Inactive Milestone

Inactive Summary

Manual Task

Duration‐only

Manual Summary Rollup

Manual Summary

Start‐only

Finish‐only

Deadline

Progress

Page 1

Project: NIPA_Implementation_Pl
Date: Wed 3/21/12
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A7. Marketing to and Transitioning Existing 
Government Customers 
Your Requirement: Explain how the contract will be marketed to existing government 
customers and transition these customers to the contract. In addition, provide the 
amount of purchases from existing public agency clients that will be transitioned to the 
National IPA contract. 
 
Our Response: Panasonic will market this contract vehicle to our existing customers as 
a component of our standard account management processes. These processes 
include frequent sales force education programs and initiatives, as well as the use of 
communications vehicles to ensure that all of our customers are aware of ongoing 
procurement opportunities and vehicles for which they are eligible. 
 

A8. State and Local Government Sales (2011) 
Your Requirement: State the amount of your firm’s state and local government sales 
for 2011. Provide a list of your top 10 public agency customers and the total 2011 
purchase for each along with a key contact for each. 
 
Our Response: The following table details the information requested with respect to ten 
of our top public agency customers, along with total purchases for PSCNA fiscal year 
2011 (April to March). We are happy to provide key contacts for these clients upon 
specific request. 
 

Client 2011 
Purchase 

City of Sacramento CA PD          $2.7M 
City of Tulsa, OK                         $2.6M 
City of Honolulu, HI PD $1.0M 
City of Austin, TX PD                  $1.0M 
Florida Highway Patrol                   $5.3M 
Jefferson Parish, LA                   $1.2M 
Los Angeles County Sheriff      $ 0.8M 
Maine State PD                          $0.9M 
Missouri State Highway Patrol $1.8M 
NYPD                                         $4.0M 

 
 

A9. Invoicing Process 
Your Requirement: Describe the invoicing process. Is electronic invoicing available? Is 
summary invoicing available? Are there other options on how an agency receives an 
invoice? 
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Our Response: This submission is a manufacturer’s submission. PSCNA does not 
directly manage payments for products that will be provided under this contract. 
Designated Authorized Resellers will manage invoicing and accounts receivable 
process for each procurement that they support under this contract. Depending on 
which reseller a specific participating agency chooses to use, a number of invoicing and 
spend management services are offered, including summary invoicing, electronic 
invoicing and other commonly offered invoicing procedures.  
 
Note: Panasonic does not restrict The City or National IPA with regards to which 
designated reseller various Participating Agencies prefer to utilize on the basis of 
features and BPO support programs offered to support their respective procurements. 
 
Representative Responses 
We have provided representative answers within our proposal derived from our 
designated TP3 resellers. We have not listed representative answers to each question 
from each designated TP3 reseller in the interest of efficiency and clarity of our proposal 
response. 
 

Representative TP3 Response 
Overview: Order Processing  
One of the many benefits of doing business with CDW•G is the flexibility we offer our 
customers regarding order placement. We take pride in offering a variety of 
procurement methods to suit our customers’ varied needs and preferences. CDW•G can 
accommodate order submission (PO submission) in the following formats:  
 

 Punchout/Roundtrip: cXML version 1.2  
 Roundtrip: OCI version 3.5  
 EDI: 810-850/855  
 Your CDW•G Extranet 
 E-mail 
 Fax 
 Phone 

 
CDW•G provides each customer with a dedicated Account Manager, as their main point 
of contact for all of their procurement needs. We have invested in technology to give 
customer’s visibility to their Account Manager's whereabouts, such as the in/out of office 
status on the Extranet, as well as technology to allow contact with CDW-G 
representatives in a number of formats, from traditional phone calls to online chat. 
 
Creating Your Quote 
You can review your quotes online moments after they are created by your CDW•G 
Account Team. Then it can be printed, forwarded to colleagues or managers for pre-
authorization or converted to a live order. This feature also lets you create your own 
quote right from your shopping cart, in addition to viewing contracts, volume and bid 
pricing online. 
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Extranet Order Tracking 
Orders can be tracked online via the customer’s CDW•G Extranet. This feature offers a 
full breadth of tools to track your order status and purchasing history. You can print 
original invoices, view outstanding balances and invoices, credits, and adjustments 
and/or payments. You can download your purchasing history in preferred time 
increments (such as month-to-date, last six months, prior year, etc.) in any number of 
formats, including Microsoft Excel, CSV, and tab-delimited files. The system lets you 
automatically save this data in your spreadsheet or database applications. You can 
readily search your order, get your tracking number, check shipping status and request 
a Return Merchandise Authorization (RMA). 
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Representative TP3 Response (2) 
Overview: Order Processing 
The basic steps of the ordering process through PCS Mobile are: 
 

1. PCS Mobile receives customer PO. 

2. Order is process through distribution 

3. PCS Mobile notifies customer of order acceptance and provides ETA. 

4. PCS Mobile rep that processes the order will be their point of contact (Inside 
Sales Rep for respective territory) 

5. PCS Mobile ISR will invoice order upon shipment. 

 

A10. Delivery Commitment 
Your Requirement: Describe your delivery commitment: 
 

a. What is your fill rate guarantee? 
b. What are your delivery days? 
c. Do you offer next day delivery? 
d. How do you facilitate emergency orders? 
e. Are shipping charges exempt for ALL who use this contract? 
f. Describe how problems - such as a customer ordering a wrong product; a 

customer receiving a defective product; etc. – resolved. 
 
Our Response: While delivery times vary from project to project, delivery dates can be 
guaranteed with proper advanced project plans. Un-forecasted orders can be filled 
within 30 days for in-stock items.   
 
Our delivery days correspond to those available from major carriers (FedEx, UPS, 
DHL).  
 
Emergency orders are facilitated on a case-by-case basis and are coordinated by the 
account executives assigned to the participating agency by Panasonic / our designated 
TP3 resellers. In emergency situations, every effort will be made to meet the needs of 
the specific situation. Panasonic maintains a small stock of Toughbooks for orders of a 
minimal quantity or for emergency orders. However, an accurate deployment plan and 
close coordination with the respective Value Added Reseller would enhance the 
possibility of meeting more accelerated product deliveries. Panasonic has stepped up in 
the past to meet emergency needs such as acts of terrorism and/or natural disasters. 
 
Standard shipping is included in the discounted price. 
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Representative TP3 Response 
 
a. What is your fill rate guarantee? 
 
Representative TP3 Response: CDW•G’’s same-day fill rate is between 97% and 99% 
for credit-approved orders and in-stock product depending on the complexity of the 
order. 
 
Our shipment accuracy is 99.7% and our inventory accuracy is 98% . 
 
b. What are your delivery days? 
 
Representative TP3 Response: CDW•G ships most orders the same day they are 
placed. If an item is out of stock, we can usually secure and ship within 24-48 hours, 
dependent on the need. Our in house configuration center turnaround is typically 2-3 
days to complete services, depending on the project. 
 
c. Do you offer next day delivery? 
 
Representative TP3 Response: As one of the largest direct marketing resellers in the 
U.S., CDW•G has positioned itself very closely with major shipping companies and 
others for standard and expedited delivery. Carrier partners include AIT, CEVA, 
Dynamex, FedEx, Pilot Freight Services, UPS and Veterans Messenger. We can ship 
same day, overnight, 2nd day, 3rd day, and ground.   
 
The Shipping Calculator is part of each user’s shopping cart of their CDW•G Extranet, 
so authorized users can determine shipping costs before they complete their order; they 
can choose the shipping options that are available in their area and that best fit their 
budget and timeframe. When the purchaser enters the shipment destination zip code, 
the system presents a wide selection of shipping options available.   
 
d. How do you facilitate emergency orders? 
 
Representative TP3 Response: Whenever an order requires expediting, CDW•G 
treats it with priority. If an emergency situation arises, contact your Account Manager 
who will place the order and arrange for expedited delivery. Due to our very large 
inventory at our two distribution centers, it is very likely that we will have the product(s) 
you need for immediate shipping.  
 
The most economical option is to utilize FedEx or UPS for overnight delivery for arrival 
by 10:30 AM the next morning (to most areas). However, FedEx and UPS are not 
available options for heavy weight shipments. It may be possible to expedite heavy 
weight shipments depending on the weight. 
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e. Are shipping charges exempt for ALL who use this contract?  
 
Representative TP3 Response: Standard shipping is included in the discounted price 
for all who utilize the contract.   
 
f. Describe how problems - such as a customer ordering a wrong product; a customer 
receiving a defective product; etc. – resolved. 
 
Our Response: Both Panasonic and our designated TP3 Resellers offer a number of 
important customer service support functions to ensure that problems are quickly 
resolved.  
 
Each TP3 Reseller offers support to varying degrees; however, features of our support 
programs at the procurement level include both pre-sales and post-sales support that 
encompasses problem resolution. In addition to direct contracts and localized support, 
Panasonic offers a toll-free warranty service, technical support, and problem resolution 
help desk. This service is available 24/7 though the Panasonic National Support Center 
at Heartland. The toll free number is (800) LAPTOP5.  
 
Returns under this contract will be handled according to Panasonic’s standard RMA 
process. Additional information with respect to RMA procedures is included within the 
Panasonic Warranty and Service Agreement information that has been attached as 
Attachment A.  
 
There are no fees associated with covered repairs. Units that are DOA can be returned 
for replacement with no additional charge. Policies on other returns and/or value-added 
warranty services may vary with each Authorized Reseller we have designated.    
Note: Panasonic does not restrict The City or National IPA with regards to which 
designated reseller various Participating Agencies prefer to utilize on the basis of 
features and BPO support programs offered to support their respective procurements. 
 

A11. Customer Service 
Your Requirement: Describe the types of customer service available to agencies who 
use this contract: 
 

a. Is online support available? 
b. Is phone support available? 
c. Can agencies request a dedicated service representative and/or a dedicated 

service team? If a dedicated customer service representative and/or team are 
assigned, what types of services does the representative/team provide? How do 
you help the customer manage our account? 

d. How are problems resolved? 
e. What are the location and hours of your call centers? 
f. What response time is guaranteed when a customer service request is made? 
g. Do you measure/track the success of your customer service program? If so, how 

do you do this, and what are your findings? 
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Our Response: Each TP3 Reseller offers support to varying degrees; however, 
features of our support programs at the procurement level include both pre-sales and 
post-sales support that encompasses problem resolution, as well as the other forms of 
support which you address.  
 
This includes in most cases (Reseller dependent), online support, dedicated 
representative / service team phone support, and account management services. Times 
and availability for support services also vary between the TP3 Resellers that we have 
designated. However, in addition to direct contracts and localized support, Panasonic 
offers a toll-free warranty service, technical support, and problem resolution help desk. 
This service is available 24/7 though the Panasonic National Support Center at 
Heartland. The toll-free number is (800) LAPTOP5.  
 
Panasonic has an internal goal of responding to any customer service request within 24 
hours. Obviously the resolution is dependent upon the issue, but Panasonic has 
numerous expedited processes in place to facilitate the issue fix. Further, Panasonic 
holds quarterly meetings with customers to ascertain any issues and associated 
resolutions. Reports are also provided to customers as needed. Please review the 
information on the following pages for more details. 
 

Field-based Customer Service Reviews 
To ensure the highest quality of technical service, PSCNA’s management team 
continually monitors our technical support hotline, field service managers and technical 
service managers to ensure that PSCNA’s response guidelines are being met or 
exceeded. The PSCNA business goal is to provide our customers with a response 
within four business hours, whether they contact us by phone or email. This means that 
as our customer, any issue you have will be addressed no later than the next business 
day. 
 

Technical Service Managers 
PSCNA has thirteen (13) Technical Service Managers located across the United States 
in relation to our sales regions. Their focus is on hardware, but they have also been 
trained on the business applications and challenges for their industry they support. Our 
sales team also uses their support during the pre-sale stages to ensure that each 
customer deploys the right solution. In addition, they are responsible for reviewing and 
tracking customer service histories. And, when an anomaly is identified, they will 
investigate it further so that recommendations can be made to minimize an issue the 
customer is experiencing. 
 

Field Engineers and Technical Managers 
PSCNA has over forty (40) Field Engineers and Technical Managers that reside in the 
regions identified in the document below who provide on-site customer pre- and post 
sales support. Many large metropolitan areas have expanded coverage. They perform 
Customer Service Patrols to review customer satisfaction levels with our products, our 
technical support, and our services. Additionally, they gather customer performance 
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data and report it to the National Service Center to make sure similar deployments are 
in-line with each other. And, when necessary, they can set up and execute service 
projects.    
 
 

 

 

 

 

 

 

 

 

 

 

 

The following section provides additional information with respect to Panasonic support 
procedures for warranty service and technical support. 
 

Turnaround Time  
Panasonic average turnaround time on Toughbook repairs over the past (6) years has 
been 1.65 days.  The 1.65 days does not include the one (1) day for overnight freight to 
the National Service Center (NSC) or the one (1) day for return overnight freight back to 
the client. This figure does also not include the day the unit arrives at the NSC, as it 
may arrive on the early am shipment, or possibly not until later in the work day. Shipping 
charges for in-warranty repairs are paid for by Panasonic.  
 
 Technical assistance via the Panasonic Technical Support Hotline is available at no 

additional charge via 1-800-LAPTOP5 or 1-855-PSC-TECH (772-8324). This 
resource is available 7x24x365. Average time on hold has been reduced to less than 
60 seconds. 

 

 The Panasonic Priority Exchange Program provides for overnight replacement of 
customer installable modules (i.e. a/c adapter, hard disk drive, DVD drive, battery, 
etc.). This program is included for all units that are deemed “in warranty,” and 
includes at no additional charge overnight shipping of the item to the customer via 
DHL. Also, a return shipping carton and tag are supplied for return of defective 
module to Panasonic. Defective components not received back at the National 
Service Center will be charged at the standard price. 

 

 Internet-based customer resource assistance can be found at no additional charge 
at www.panasonic.com/toughbook. This resources provides updated drivers, bios 
enhancements, owner’s manuals, etc. on the Panasonic Toughbook homepage. 

 

Field Service Manager 
Territories 
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Hardware Repair Services 
Panasonic provides two methods of requesting hardware repair services; phone-in via 
1-800-LAPTOP5 (527-8675) or 1-855-PSC-TECH (772-8324) or e-mail at 
RMAREQ@us.panasonic.com. These methods allow access to our Whole Unit, Priority 
Exchange and International service procedures. 

 
Standard phone-in procedure (for all service options): 
1. Customer calls the Panasonic Computer Support Hotline at 1-800-LAPTOP5 

(527-8675)  or  1-855-PSC-TECH (772-8324) to speak to a Panasonic Technical 
Support Specialist (TSS) 

2. The TSS will request the following information: 

a. Contact Name 

b. Contact Phone 

c. Model Number (Notebook) 

d. Serial Number (Notebook) 

3. The TSS will enter this data into the hotline/dispatch system. 

4. The TSS will troubleshoot the customers unit and determine if a hardware 
problem exists 

a. If no, the TSS assists the customer in resolving the O/S or application 
software issue. Once the issue is resolved the call is ended. 

b. If yes, the TSS makes a preliminary determination of the in warranty vs 
out of warranty status of the unit based on the problem description and 
serial number. They will also determine the best process to resolve the 
customers issue; either through Priority Exchange or Whole Unit Service 
procedures. Please see detailed procedures below. 

 

Priority Exchange Service Procedure (in-warranty only, U.S. only, for 
Toughbooks only) 
For in-warranty units, Panasonic can ship a replacement component overnight, if the 
problem detail indicates failure of an end user replaceable component. These 
components vary by model, but for most models include the AC Adapter, battery, floppy 
drive, CD/CDRW/DVD, Multi drive, or hard drive. 
 

Phone-in (continued from standard phone in procedure) for all Panasonic 
products: 

1. The TSS checks availability of requested components in the hotline/dispatch 
system. 

2. If component is not available, the caller is offered Whole Unit Service. 

3. If component is available The TSS will request the following additional 
information: 

a. Company Name 

b. Company/Contact Address 
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c. E-mail Address 

d. Model Number (Component) 

e. Serial Number (Component, when available) 

f. Problem Description 

4. The TSS enters data into hotline/dispatch system and issues RMA numbers for 
each component. The call is ended and the component is prepared for shipping 
to the customer. 

5. Upon receipt of the replacement component, the end user follows the included 
instructions and ships the defective component back to the repair center using 
the enclosed waybill. Panasonic pays the shipping cost in both directions. Note: 
When shipping units under the Panasonic shipping account no insurance is 
necessary. 

6. Upon return receipt of the defective component, The Panasonic National Service 
Center will log the component into the system as received. If the defective 
component is not returned within 30 days of receipt of replacement component, 
an invoice for the component will be issued to the customer. 

 
E-mail : 

 

1. The customer’s representative sends an e-mail to 
RMAREQ@us.panasonic.com. E-mail requests will be answered within four (4) 
business hours (9:00am – 5:00pm EST, Mon.- Fri.) by our Technical Support 
Specialist. 

 

2. The pre-defined form attached to the e-mail must include the following 
information for each unit and each component to be repaired or replaced: 
 

 

a. Company Name 
b. Company Address 
c. Contact Name 
d. Contact Phone 
e. E-Mail Address 
f. Model Number (Notebook) 
g. Serial Number (Notebook) 
h. Model Number (Component) 
i. Serial Number (Component, when available) 
j. Problem Description 

 
3. Panasonic representative determines the In Warranty vs. Out of Warranty status of 

the unit and component based on the Problem Detail and Serial Number of 
Notebook stated on the RMA request form. 

4. Panasonic representative checks availability of requested component/ components 
in the hotline/ dispatch system. 
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5.  If component is not available or not in warranty, the customer is notified by e-mail 
and offered either an In Warranty or Out of Warranty Whole Unit Service.   

6. Panasonic representative enters data into hotline/dispatch system and assigns 
RMA numbers for each component. 

7. Panasonic representative “replies to all” via e-mail back to the customer. Warranty 
status and component availability is identified on same form and noted in e-mail. 

8. Upon receipt of the replacement component, the end user follows the included 
instructions and ships the defective component back to the repair center using the 
enclosed waybill. Panasonic pays the shipping cost in both directions. Note: When 
shipping units under the Panasonic shipping account no insurance is necessary. 

9. Upon receipt of the defective component, The Panasonic National Service Center 
will log the component into the system as received. If the defective component is 
not returned within 30 days of receipt of replacement component, an invoice for the 
component will be issued to the customer. 

 
Whole Unit Service Procedure (for Toughbooks) 
 

 Phone-in (continued from standard phone in procedure): 
 

1. The TSS will request the following additional information: 

a. Company Name 

b. Company/Contact Address 

c. E-mail Address 

d. Problem Description 

e. Shipping box needed (In Warranty Only) 

2. All units are boxed in approved containers (customer can re-use boxes that are 
determined to be in acceptable shipping condition). Panasonic does not provide 
boxes, free of charge for Out of Warranty Service. 

3. All boxes must have the RMA number corresponding to the unit inside written 
clearly on the outside of each box. 

4. All units are shipped in for service to the Panasonic National Service Center 
using Panasonic’s designated overnight carrier service (In Warranty Service 
Only). Panasonic does not provide shipping for Out of Warranty Service. Note: 
When shipping units under the Panasonic shipping account no insurance is 
necessary. 

5. Upon receipt, all units are logged into the system as received. 

 
(IN WARRANTY) 
 

6. Units are distributed to techs and evaluated for In Warranty vs. Out of Warranty 
status. Unit is repaired, tested and QC’d twice before being re-boxed for 
shipment back to the customer. 
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7. Repaired units are shipped back to customer using Panasonic’s designated 
overnight carrier service. Note: When shipping units under the Panasonic 
shipping account no insurance is necessary. 

 

(OUT OF WARRANTY) 
 

6. Units are distributed to techs and evaluated for In Warranty vs. Out of Warranty 
status. An estimate of repair is prepared for approval. 

7. Panasonic National Repair Center will e-mail or phone (Contact person or 
department to be defined by the customer) the customer with an estimate for 
approval. When the estimate is approved unit is repaired, tested and QC’d twice 
before being re-boxed for shipment back to the customer. If the estimate is 
disapproved the customer is billed an estimate, box, shipping and handling fee 
and the unit is returned without repair.  

8. Repaired or not repaired units are shipped back to the customer. The customer 
determines the method of shipment. Panasonic does not cover the cost of 
shipping for Out of Warranty Service. 

 
E-Mail: 

 

1. The customer representative sends an e-mail to RMAREQ@us.panasonic.com. 
This e-mail will be answered within four (4) business hours by our Technical 
Support Specialist. 

2. The pre-defined form attached to the e-mail must include the following 
information for each unit to be repaired: 

a. Company Name 

b. Company Address 

c. Contact Name 

d. Contact Phone  

e. E-Mail Address 

f. Model Number (ex. CF-30XXXXXXX) 

g. Serial Number 

h. Problem Description 

i. Shipping box needed (In Warranty Only) 

3. Panasonic representative makes a preliminary determination of the In Warranty 
vs. Out of Warranty status of the unit based on the Problem Description and 
Serial Number of the Notebook stated on the RMA request form. 

4. Panasonic representative enters data into hotline/dispatch system and assigns 
RMA numbers for each unit. 
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5. Panasonic representative “replies to all” via e-mail back to the customer. 
Warranty status is identified on same form and noted in e-mail.  

6. All units are boxed in approved containers (the customer can re-use boxes that 
are determined to be in acceptable shipping condition). Panasonic does not 
provide boxes, free of charge for Out of Warranty Service. 

7. All boxes must have the RMA number corresponding to the unit inside written 
clearly on the outside of each box. 

8. All units are shipped in for service to the Panasonic National Service Center 
using Panasonic’s designated overnight carrier service. (In Warranty Service 
Only). Panasonic does not provide shipping for Out of Warranty Service. Note: 
When shipping units under the Panasonic shipping account no insurance is 
necessary 

9. Upon receipt, all units are logged into the system as received. 
 
(IN WARRANTY) 
 

10. Units are distributed to techs and evaluated for In Warranty vs. Out of Warranty 
status. Unit is repaired, tested and QC’d twice before being re-boxed for 
shipment back to the customer. 

11. Repaired units are shipped back to the customer using Panasonic’s designated 
overnight carrier service. Note: When shipping units under the Panasonic 
shipping account no insurance is necessary 

 
(OUT OF WARRANTY) 
 

10. Units are distributed to techs and evaluated for In Warranty vs. Out of Warranty 
status. An estimate of repair is prepared for approval. 

11. Panasonic National Service Center will e-mail or phone (Contact person or 
department to be defined by the customer) the customer with an estimate for 
approval. When the estimate is approved unit is repaired, tested and QC’d twice 
before being re-boxed for shipment back to the customer. If the estimate is 
disapproved the customer is billed an estimate, box, shipping and handling fee 
and the unit is returned without repair.  

12. Repaired or non-repaired units are shipped back to the customer. The customer 
determines the method of shipment. Panasonic does not cover the cost of 
shipping for Out of Warranty Service. 

 

 The method of shipment for all non-repaired units should be UPS ground 
unless otherwise specified by the customer. 

 In an effort to conserve costs every effort will be used to retain the carton 
and packing the customer used to ship the unit to the National Service 
Center. 
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 In-Warranty Units - Panasonic pays for all cost of service, including labor, 
parts, boxes, shipping and handling and all applicable taxes. Note: When 
shipping units under the Panasonic shipping account no insurance is 
necessary 

 

Panasonic Global Service Program 
Panasonic has three Authorized Global Service Centers (GSC) stationed or being used 
overseas that are capable of repairing laptop computers sold by Panasonic USA. The 
three GSCs have slightly different administrative processes, but the procedures for 
acquiring service are the same as outlined above. 
 

Global Service Center Locations 
GSC locations are as follows: 
 
For North America, Central America, and South America: 
Panasonic NSC (National Service Center) at Heartland 
14206 Overbrook 
Leawood, KS  66224 
 
For Europe, Middle East, and Africa: 
Panasonic CPE (Computer Products – Europe) 
Pentwyn Industrial Estate 
Cardiff, Wales  CF23 7XB  
United Kingdom 
 
For Asia, Oceania, and Pacific:  
Matsushita Electric Industrial Co. Ltd. 
ITPD (Personal Computer) Customer-F 
Kobe City, Hyogo 651-2271, Japan 
 

 

Representative TP3 Response 
 

a. Is online support available? 
b. Is phone support available?   

 
Representative TP3 Response: Outside of a dedicated Account Team, CDW•G has 
34 General Customer Service Representatives on staff to provide assistance to our 
customers. We provide toll-free technical support on all hardware and operating 
systems for up to two years after purchase from CDW•G. Technical support is also 
available using email and on-line chat via your CDW-G Extranet. All technicians are 
CompTIA certified and hold, at a minimum, A+ and Network+ certifications. 
 
c. Can agencies request a dedicated service representative and/or a dedicated service 
team? If a dedicated customer service representative and/or team are assigned, what 
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types of services does the representative/team provide?  How do you help the customer 
manage our account?  

 
Representative TP3 Response:  Each agency has its own dedicated account team 
committed to providing outstanding customer services and support. They work closely 
with the organization by supporting daily IT Procurement needs and assisting with 
planning for future initiatives, allowing the agencies to concentrate on core businesses.  
 
The account team includes an account manager, sales manager, and technology 
specialists, all of whom provide valuable guidance and support, enabling the agency’s 
staff to be more productive and efficient. There are also field account executives 
available for onsite visits. The account team works together to provide a complete 
solution to support the ongoing needs and challenges of each individual agency.  
 
The account manager is the primary point of contact for ordering, problem resolution, 
and all other issues. All CDW•G account managers complete an intensive training 
program and remain current regarding all the latest technologies and changes in the 
industry. Each agency’s account manager dedicates himself or herself to becoming very 
knowledgeable regarding the agency’s processes, requirements, and challenges, 
helping the organization streamline the procurement process for greater efficiency and 
cost effectiveness.  
 
In addition to the support from sales managers and field account executives, account 
managers also have in house manufacturer resources and technology solution 
specialists to assist them in tailoring custom, expert solutions. Like our account 
managers, our technology teams are all very qualified. Solution Architects, Engineers 
and Project Managers have the training, credentials, and experience to design, 
implement, and manage solutions successfully. CDW•G adheres to a sound industry-
standard project management methodology that stresses the importance of open 
communication resulting in an on-time, on-budget deployment.  
 
However, if an agency has a specific team of technology specialists they wish to assist 
in their project, they can certainly request their assignment on other projects.  Your 
account manager will be able to provide you a timeline in which you can the requested 
team’s availability. If they are not available within the needed timeframe, your account 
manager will assist in determining another highly qualified, fully capable team.  
 
d. How are problems resolved? 

 
Representative TP3 Response: With an order accuracy of 99.7%, and a 98% invoicing 
accuracy, CDW•G rarely have customers with problems that require resolution. 
However, should an end user experience a problem with their order, they should first 
call their dedicated account management team. The account team will troubleshoot and 
correct the problem, using any number of potential solutions (issuing a return 
merchandise authorization, issuing an advance replacement, or acting as a liaison with 
a distributor if the incorrect number or items shipped). If the account manager is unable 
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to resolve the issue, they will engage their Sales Operations Supervisor (SOS), whose 
expertise is in handling logistical issues quickly and effectively. If the SOS is unable to 
resolve the order problem, they will escalate to the Sales Manager for final resolution. 
 
e. What are the location and hours of your call centers?   

 
Representative TP3 Response: Our Phone support is available from 7:00 am to 7:00 
pm, Monday – Friday. We provide direct toll-free telephone, email and chat support for 
two years on all hardware and software purchases. All CDW-G support is US-based. If 
a CDW-G technician is unable to resolve an issue, we will conduct a warm transfer to 
engage the correct OEM partners for warranty support. 

 
f. What response time is guaranteed when a customer service request is made?   
 
Representative TP3 Response: When working with CDW•G, our customers can 
expect expert guidance when they need it. We answer technical support calls within 60 
seconds, and answer technical support e-mails within 1 hour. In addition, each 
customer has their own CDW•G Extranet that is available to users 24 hours per day, 
seven days a week. Our extensive suite of online tools, provided to you and your 
entities at no additional cost, allows you to:  
 

 Streamline the ordering process  
 Facilitate product standardization  
 Create bundles for easy reordering  
 Automate purchase approvals and control rogue purchasing  
 Communicate standards to all users  
 Maintain customized catalog(s)  
 Create quotes right from your shopping cart  
 Provide up-to-date order and delivery status including backorders  
 Track purchases by each subsidiary and affiliate  
 Track your IT assets across your organization  
 Provide flexible reporting capabilities using pivot table technology  
 Track up to three years of purchase history  
 Upload reports in Excel format  
 Access online chat support 

 
g. Do you measure/track the success of your customer service program? If so, how do 
you do this, and what are your findings? 

 
Representative TP3 Response:  
 

Defined Processes Which Ensure High Levels of Customer Satisfaction 
CDW•G is extremely dedicated to customer satisfaction and takes specific steps to 
ensure quality and reliability throughout the entire procurement management process. 
We realize many of our customers’ purchases are essential to business continuity. We 
know that it is imperative we provide our customers every order not only quickly, but 
also accurately. In an effort to provide our customers best in class customer service, we 
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have developed an intricate system of checks and balances for many of our processes, 
including shipping. In fact, our accuracy of product shipped is 99.7%, due to the number 
of checks and balances we have in the system. 
 
Prior to shipping, all packed boxes go through quality control checks. First, our system 
scans to ensure the correct items are included for the order. Then, we use a weight 
variance scale to compare the actual weight to the expected weight and investigate any 
discrepancies in weight that are greater than two and one-half pounds. As the final 
control check, a high-speed motion camera takes a digital snapshot of the package right 
before our system closes the box for shipping. We upload this image on the agency’s 
personalized CDW•G Extranet site.  
 
With our configuration centers, our quality assurance is no different. Before an item 
leaves the configuration center, it must pass a series of quality control checks, even if 
the product is only being asset tagged. First, a technician confirms that the products and 
quantities picked match the order. Second, the technician verifies that the hardware 
installation is complete. Finally, the technician checks for software functionality and 
ensures proper deployment of the image. A team lead then repeats these quality checks 
before packing up the product for shipment. 
 
CDW•G believes another important step in successful order fulfillment is utilizing 
shipping partners that are as focused on customer service excellence as we are. As one 
of the largest direct marketing resellers in the U.S., CDW•G has positioned ourselves 
very closely with the major carriers, in order to provide a wide range of delivery options 
to meet our customer’s varying needs. We ship the majority of our products via UPS 
and FedEx, due to their extensive service capabilities, excellent record for on-time 
delivery and competitive pricing. In fact, both companies have employees on site at our 
warehouses, individuals with a long history of supporting CDW•G. We can also leverage 
the carrier’s intermodal transport options. We also have contracts with truckload (TL) 
and less than truck load (LTL) carriers for large orders and heavy products. 
 
Defined Processes for Corrective Actions 
Always focused on to continually improving our ability to provide the best service and 
products in the industry to our customers, CDW•G has a number of corrective 
processes in place. Some of these processes include: 
 

 Our Purchasing Department monitors return rates on purchased products to look 
for quality issues. 

 We aim to respond to Return Merchandise Authorization (RMA) requests within 
24 hours. 

 When we see high volumes for particular types of Customer Service Requests 
(CSRs), or RMAs we make adjustments and evaluate process changes, as 
needed. 

 The Customer Relations Supervisor reviews all CSRs at the end of the day to 
ensure that we handle each CSR right away. 
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 Customer Relations Quality Analysts audit 20 cases per Customer Relations 
Representative each month to ensure our representatives are meeting quality 
standards and that we are providing proper training. 

 
Additionally CDW•G conducts monthly loyalty surveys to measure the customer’s 
perception of CDW•G. We utilize these surveys to collect information for several internal 
departments including shipping, billing, and customer relations. We select customers on 
a random basis to participate in the surveys. If a customer provides a response ranking 
us “poor” or “fair”, then the appropriate CDW•G department contacts the customer to 
determine the reason for their unsatisfactory response and offer additional action to 
rectify the problem. This fortunately is rare, as the majority of end-users express 
favorable survey comments. The positive comment that we receive most often is 
“CDW•G is extremely customer focused”. As a testament to our dedication to customer 
service, CDW won the 2010 Forrester Groundswell Award for B2B Listening. 
 

Representative TP3 Response (2) 
 

a. Is online support available? 
  
Representative TP3 Response: No, online support is not available. 
 
b. Is phone support available?   

 
Representative TP3 Response: Yes, phone support is available. 
 
c. Can agencies request a dedicated service representative and/or a dedicated service 
team? If a dedicated customer service representative and/or team are assigned, what 
types of services does the representative/team provide?  How do you help the customer 
manage our account?  
 
Representative TP3 Response: Yes, agencies can be assigned a dedicated PCS 
Mobile sales manager and customer service representative (CSR) based on our 
designated regions. 
 
Our CSR are trained to handle – 
  

 National IPA contract terms and pricing 
 Verification of product features 
 Professional consulting on product configuration 
 Product availability 
 Estimated Time of Arrival (ETA) of order once it is finalized 
 Provide updated shipping status as required 
 Returns and exchanges 
 Manufacturer warranty issues 
 Overall customer satisfaction 
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PCS Mobile has a very specialized product line for our National IPA contract customers.  
Our sales and support team is very well trained to sell and support these products. 
 
d. How are problems resolved? 

 
Representative TP3 Response: Problems are typically resolved via phone and/or 
email. Inside Sales Representatives (ISR) will handle calls and escalate issues to 
appropriate persons involved if necessary. 
 
e. What are the location and hours of your call centers?   

 
Representative TP3 Response: Hours depend on ISR and location: 
 

 Mandy Straight: Denver, CO 7:30a-4:30p.  
 Karen McCarty: Phoenix, AZ 8:00a-5:00p.  
 Amy Hale: Bridgeport, TX 8:00a-5:00p.  
 Emily Brittin: Denver, CO (Ecommerce/Online orders) 8:00a-5:00p 

 
Rocky Mountain/Southeast: Mandy Straight mandys@pcsmobile.com, 303.552.3957 
Ecommerce/Online: Emily Brittin emilyb@pcsmobile.com, 303.552.3976 
West/Southwest: Karen McCarty Karenm@pcsmobile.com, 480-539-4590 
Northwest, Midwest, South: Amy Hale amyh@pcsmopbile.com, 888-219-8699 
 
f. What response time is guaranteed when a customer service request is made?   
 
Representative TP3 Response: Response times vary depending on the issue, but in 
all cases customers will receive initial responses to emails within four (4) hours. 
 
g. Do you measure/track the success of your customer service program? If so, how do 
you do this, and what are your findings? 
 
Representative TP3 Response: PCS Mobile has implemented a customer satisfaction 
survey program for our Professional Services projects, and has the capability to extend 
this to our customer service program upon request by Panasonic and/or National IPA. 
 

A12. Warranty Information 
Your Requirement: Describe the warranty period of products. Submit information on 
your warranty program. 
 
Our Response: With respect to warranty service, our standard warranty terms and 
remedies will apply. We will also make available extended warranty programs and 
support commitments to meet the states requirements. Information with respect to our 
warranty programs is provided in detail as attachments to our submission and are 
summarized below: 
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Panasonic will provide repairs at no charge for all units still under warranty. In-warranty 
repairs performed in the United States will also include shipping to and from our 
National Service Center at no charge in the event of a defect in materials or 
workmanship. This warranty is extended solely to the original purchaser. A purchase 
receipt or other proof of purchase may be required before warranty services are 
rendered.  
 
This warranty only covers failures due to defects in materials or workmanship, which 
occur during normal use. It does not cover damage which occurs in shipment; failures 
which are caused by software or virus issues; operational systems or application 
corruptions; products not supplied by Panasonic, or failures which result from 
installation, alteration, accident, misuse, introduction of liquid or other foreign matter into 
the unit; and damage that is attributable to acts of God, abuse and neglect. Additionally, 
improper maintenance, modification, or service by any party other than a Panasonic 
Factory Service Center or authorized Panasonic Service Provider will result in out-of-
warranty status. 
 
Panasonic-related documents provided include: 
 

Document RFP Submission Location 
 

PAN844_StandardW
arranty.pdf

 

 
 

Attachment A 

 

Turnaround time.doc

 

 

Attachment B 

 
  

Attachment C 

 
 

Warranty Information 
Warranty cards and information for Flat Panels (under 65”), Plasma displays, LCD 
HDTV Displays, and related A/V products (Monitors, VCRs, Cameras, Camcorders, P2 
Product, DVDs, Switchers, and Plug-in Computers) appear on the following pages. 
 
 
 
 
 
 

HardwareRepairServi
ces2012.docx
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A13. New Product Notification 
Your Requirement: Describe how your firm will notify customers of new products. 
 
Our Response: Both Panasonic and our designated TP3 Resellers make product 
information available to customers as soon as it is available for release. Methods used 
to disseminate information are incorporated within our standard sales support 
processes. These processes include frequent sales force education programs and 
initiatives to distribute new product information, as well as the use of communications 
vehicles that include printed, electronic, and online information dissemination to ensure 
that all of our customers are aware of new product developments, MSRP, and 
availability dates. 
 

A14. Technical Support Capabilities 
Your Requirement: Describe if technical support questions are handled the same way 
as a customer service request? If not, describe the type(s) of technical support 
available, the location of technical support, and the hours of technical support. 
 
Our Response: Both warranty support and technical support can be access through 
(800) LAPTOP5 24/7. Additionally, our designated TP3 Resellers also offer additional 
technical support options. Note: Panasonic does not restrict The City or National IPA 
with regards to which designated reseller various Participating Agencies prefer to utilize 
on the basis of features and BPO support programs offered to support their respective 
procurements.  
 

A15. Public Safety Solutions Offered 
Your Requirement: Describe the Panasonic public safety solutions offered. At a 
minimum, please include the following: 
 

a. Toughbooks (Fully-rugged, vehicle mounted rugged, semi-rugged, business 
rugged, tablet, etc.) 

b. Accessories including but not limited to vehicle mounts, desktop replicators, 
batteries, battery chargers, memory cards, external drives, extended warranties, 
etc. 

c. Ancillary Products and Services – It is recognized that there may be ancillary 
products and services, not offered by Panasonic, that complement the 
Toughbook and Arbitrator product lines, such as vehicle mounts, antennas, etc. 
that may be purchased under this contract. The purchase of the ancillary 
products and services must be associated to a Panasonic product line. 

d. Panasonic professional displays including LCD and plasma displays. 
e. Panasonic professional audio visual including professional cameras. 
f. Panasonic video conferencing products. 
g. Any other Panasonic public safety product. 

 
Our Response: PSCNA has been producing true COTS rugged computer platforms 
longer than any other manufacturer, and we continue to innovate our solutions based on 
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ongoing and new requirements. The new future of the Toughbook Toughpad is a great 
example of how we continually bring leading-edge technology into the public safety 
world. While other manufacturers target consumer markets and afterwards try to 
transition their products into public safety, ours are specifically designed with the public 
safety environment in mind.  In these environments, technology can literally affect life or 
death situations, and having the most capable, dependable technology is critical.   
 
National IPA contract customers can expect the same level of extremely low failures 
and best blend of leading-edge capabilities to be available with any Toughbook solution. 
Toughbook computers have over a decade of exemplary data to prove that our units 
last longer and continue to enable public safety personnel far beyond expectations.  
Most Toughbook customers keep our units in service between three and five years, but 
many are still successfully using platforms made eight or more years ago.  Factors like 
what specific applications and complementary technology National IPA contract 
customers would like to deploy, as well as overall network architecture design, can 
impact these decisions.   
 
Our proven low failure rates demonstrate the overall cost savings National IPA contract 
customers will experience by continuing to choose Panasonic as their partner for 
rugged computing platforms. We have a variety of options for warranties, and these low 
failure rates translate into vast savings (time and monetary) for both in and out of 
warranty units. 
 
We are pleased to be able to offer additional products to support the National IPA 
contract customers to include Professional Displays, Professional Audio Visual and 
Video Teleconferencing products. In our response, we have offered the complete suite 
of integrated Panasonic and partner solutions that address a number of emerging 
technology needs, including unified business communications, mobile computing, 
security and surveillance systems, productivity solutions, high definition visual 
conferencing, professional displays and HD and 3D video production.  
 
Products can be sold independently via distribution or integrated with key partner 
applications, services and solutions to deliver a turnkey service offering. Panasonic 
customers and partners will have access to a broader range of products and solutions 
via a unified approach. Through its broad range of integrated business technology 
solutions, Panasonic empowers professionals to do their best work. Customers in 
government, healthcare, education, and a wide variety of agencies depend on 
integrated solutions from Panasonic to reach their full potential, achieve competitive 
advantages, and improve outcomes. 
 
In addition, Panasonic is pleased to make the following item(s) available even though 
they are outside the scope of this contract.  
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Document Description 
 
 

 
 

Projectors   

 
 
These items may be added to our formal offering upon National IPA request. 
 

A16. Ancillary Products and Services Offered 
Your Requirement: Describe the non-Panasonic ancillary products and services 
offered to complement the Panasonic public safety solutions. 
 
Our Response: We are pleased to provide the following products in our offering to 
compliment the Panasonic offering for the National IPA contract.  These products will be 
offered in  our umbrella category of accessories and fall under that category of discount.  
The following are some of the items that we will offer:   
 

 Lind power management 
 Gamber mounts 
 Havis mounts 
 Infocase cases 
 Desko Person Identification Mini Dock with Integrated Capacitive Fingerprint 

Module 
 WMCO NVIS filter for the laptop LCD 
 iKey NEMA keyboard 
 Stop Theft Prevention bar code security plate 
 Barcoda tagrunners 
 Verizon Technologies 

 
A representative sample showing one of these complementary products is embedded 
below. Others are available upon request. 
 

Document Description 
 

Desko person id spec 
sheet - access - 2011 

 
 

Desko Person ID Dock Specification    

 
 
A coverage map of Verizon Wireless service appears on the following full page. 
 
 
 
 

Projector - 
PT-DZ12000U spec she
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A17. Imaging, Protection Plus, and Extended 
Warranties 
Your Requirement : Describe the types of services you offer on the following: 
 

a. Imaging 
b. Protection Plus 
c. Extended Warranties 
d. Extended Warranties for batteries 

 
Our Response: Warranty descriptions and documents appear below. 
 
Disk Image Management – Panasonic's Disk Image Management service provides for 
unit re-imaging to the customer's specific disk image load when units are sent in for 
repair to the Panasonic National Service Center. In the event that the hard disk drive 
has become damaged, or the software on the hard disk drive has become corrupted, 
disk re-imaging will be necessary. This service provides for re-imaging to the customer's 
specific profile (i.e. officer, detective, supervisor, etc.) and express shipping back to the 
customer. 
 

Document Description 
 
 

 
 

Attachment D 

 
Panasonic Protection Plus – Panasonic’s "no fault" warranty coverage available for 3, 
4* or 5* years to supplement the standard Panasonic 3-Year Limited Warranty. This 
coverage provides a "ceiling" on out-of-warranty costs, and is purchased at the time of 
unit purchase. Also, with Protection Plus coverage, nearly all repairs are covered as “in 
warranty”, which means all parts, labor and overnight shipping charges are paid by 
Panasonic.   
 
*Note: Protection Plus coverage for years 4 and 5 includes 1- and 2-year standard 
warranty extensions, respectively. This means that all repairs that would normally be 
covered as "in-warranty" during the first 3 years will continue to be covered in years 4 
and 5.  
 
This also includes express shipping (both ways) paid by Panasonic for the entire 4- or 
5-year period. 4th year warranty coverage is included with pricing submitted.  
 

Document Description 
 
 

 
 

Attachment E 

DiskImageMgmt - 
March 2012.pdf

Protection_Plus - Feb 
2012.pdf
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Panasonic Extended Warranty – Provides extended warranty coverage for year 4, or 
for years 4 and 5.  Coverage is identical to that provided under the standard Panasonic 
3-Year Limited Warranty. This also includes express shipping (both ways) paid by 
Panasonic for the entire 4- or 5-year period. 
 
 

Document Description 
 
 

 
 

Attachment F 

 
Panasonic Battery Warranty – This service provides for replacement of the unit 
battery after the expiration of the standard 1-year warranty on the original unit battery. 
The service is administered via the same Panasonic technical support hotline (1-800-
LAPTOP5), and provides for battery replacements via our Priority Exchange program 
(overnight shipping is included).  The Panasonic Battery Warranty Program provides for 
a battery replacement to be sent via overnight shipping for any battery that has less 
than 50% remaining capacity. 
              

Document Description 
 
 

 
 

Attachment G 

 
 

A18. Continuation of Discount Levels for New 
Products 
Your Requirement: The City anticipates new products within the categories described 
herein will be automatically available to Participating Public Agencies at the same 
discount off list price indicated above. If new products become available and will not be 
offered at the same discount describe the proposed verifiable pricing formula or 
guaranteed discount matrix for new products introduced. 
 
Our Response: PSCNA will be pleased to offer identical discount rates on new 
technologies whenever possible. However, as pricing may vary drastically on items 
depending on the pricing offered on the market (such as memory or hard drives 
increasing in price virtually overnight due to shortages or manufacturing issues, for 
example), Panasonic will work with the National IPA Contracting Officer to make every 
effort to match existing price structures and settle variances in market value as may be 
applicable. 
 

Extended_Warranty - 
Feb 2012.pdf

Ext_Batt_Warranty - 
Feb 2012.pdf
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A19. Other Applicable Products or Services  
Your Requirement: Describe what other products or services you offer that would be 
applicable to this contract. 
 
Our Response: Additional professional services that will be applicable to this contract 
and that are common to many agency procurements include all of the following: 
 
Hot Swap Management – Panasonic will inventory, image, and deploy the customer’s 
"hot swap" units for overnight delivery in the event of a unit failure/loss/damage, etc. 
The hot swaps (customer-supplied) are located at the Panasonic National Service 
Center, and dispatch is guided by our toll-free technical support hotline (1-800-
LAPTOP5). Flexible options allow hot spares management to be purchased to cover 
just the 3-Year Limited Warranty period, or extend out for up to 5 years. 
 

Document Description 
 
 

 
 

Attachment H 

 
 
Data Protection – Panasonic’s Data Protection offers the ultimate data protection, 
computer theft recovery and asset tracking solution. Panasonic is a preferred provider 
of Computrace® by Absolute Software. Using any type of Internet connection, 
Computrace works behind the scenes on your Toughbook® computers to silently and 
securely contact the Absolute Monitoring Center every 24 hours to report its location.  
 

Document Description 
 
 

 
 

Attachment I 

 
 
On-Site Service – Panasonic's On-Site Service program provides for “next business 
day” service for Toughbook customers both in and out of the United States. On-Site 
Service programs are available for 3 to 5 years of coverage, and can be customized at 
an incremental cost to include customer specific upgrades (i.e. response times). 
 

Document Description 
 
 

 
 

Attachment J 

Hot_Swap_Managem
ent - Feb 2012.pdf

Data_Protection - Feb 
2012.pdf

Onsite_Services - Feb 
2012.pdf



 
 
 

61 ORIGINAL 

Other TP3 Approach and Methodology Considerations 
We have provided representative answers within our proposal derived from our 
designated TP3 resellers. We have not listed representative answers to each question 
from each designated TP3 reseller in the interest of efficiency and clarity of our proposal 
response.  
 
However, we believe that it is important to note that all of our Designated TP3 resellers, 
which include Visual Pro 360, MCT, CDW-G, PCS Mobile, Insight Public Sector, 
AVISPL, and Whitlock, offer the benefits of comprehensive facilities, technical support 
and order fulfillment capabilities that enable each to meet the requirements of this 
contract. Specific and detailed information with respect to each of our designated TP3 
Resellers’ capabilities and services can be provided as well upon request.  
 

A20. Leasing / Financing Options 
Your Requirement: Describe any leasing or financing options available. Include any 
financing or leasing documents that agencies would be required to sign. 
 
Our Response: We are pleased to continue to offer the leasing option as a service to 
the National IPA contract customers. This was implemented as an amendment in 2010 
for National IPA customers for Panasonic. 
 
A sample of the lease agreement appears on the following two full pages. 
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B. Price Proposal 
 

B1. Price Page 
Your Requirement: Provide price proposal as requested on the Price Page attached 
herein. 
 
Our Response: Our fully executed pricing page appears on the following full pages.  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This space intentionally left blank. 
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PRICE PAGE 
 

Offerors shall provide discounts off the Panasonic SRP for each product category. 
 
 

ITEM NO. PRODUCT GROUP 

PERCENT 
DISCOUNT OFF 

PANASONIC SRP 
   
1. Toughbook Product Line 

 
 

1a. Fully-Rugged  
 (If different discounts are available for different 

models, list all models, with their corresponding 
discount, in the Fully-Rugged product group.) 

 CF-31 16%
 CF-19 16%
 CF-U1 16%
 CF-H2 16%
 
1b.   Accessories 11 %
  
1c. Semi-Rugged  
 (If different discounts are available for different 

models, list all models, with their corresponding 
discount, in the Semi-Rugged product group.) 

 CF-52 13%
 CF-53 13%
  
1d.   Accessories 11%
  
1e. Business-Rugged 
 (If different discounts are available for different 

models, list all models, with their corresponding 
discount, in the Business Rugged product group.) 

 CF-S Series 9%
 CF-C Series 9%
 CF-F  Series 9%
  
1f.   Accessories 11%
  
1g. Wireless Display – This product isno longer 

offered by Panasonic 
 (If different discounts are available for different 

models, list all models, with their corresponding 
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discount, in the Wireless Display product group.) 
 N/A%
  
1h.   Accessories 11 %
  
2. Arbitrator 11%
  
3. Arbitrator and Toughbook Accessories 
3a.   Memory Expansion 11%
3b.   Carry Cases 11%
3c.   Power Accessories 11%
3d.   Drives 11%
3e.   Docking/Port Replicators 11%
3f.   External Displays 11%
3g.   Vehicle Mounts 11%
3h.   All Other Accessories 11%
  
4. Panasonic Professional Displays 22 %
  
5. Panasonic Professional Audio Visual  12 %
 Cameras 

 
 Camera Accessories 5%
  
6. Panasonic Video Conferencing 15 %
  
7. Other Panasonic Public Safety Solutions 

Products 
 Projectors 38% 
 Accessories for 

Projectors 
  

5%  
   
   
   
 Attach additional sheets, if required 
  
8. Complementary Non-Panasonic Accessories 

Manufacturers 
 List manufacturers proposed: Provide proposed 

discount by manufacturer 
8a. External Vehicle 

Antennas 
 

11 %
8b. Automatic License Plate 

Recognition 
 

5 %
8c.   
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8d.   
8e.   
 Attach additional sheets, if required 
  
9. Services – All of these services are 

offered but are offered at the standard 
pricing. 

9a.   Imaging 0%
9b.   Protection Plus 0%
9c.   Extended Warranties 0%
9d.   Extended Warranties – Batteries 0%
9e.   Consulting 0%
9f.   Installation 0%
9g.   Repair 0%
  
9h. List other services 

provided: 
 Provide proposed 

discount for each service 
   %
   %
   %
   %
   
 Attach additional sheets, if 

required 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

	
	

HAVE	YOU	SUBMITTED	ALL	AMENDMENTS?	CHECK	OUR	WEBSITE	NOW!	
AMENDMENTS	MAY	BE	DOWNLOADED	AT	http://www.tucsonprocurement.com/		
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B2. Discount Percentage(s) 
Your Requirement: As stated in the Instructions to Offerors, 7. Discounts, the price(s) 
herein can be discounted by _______%, if payment is made within ______ days. 
 
Our Response: Discounts, if offered, are at the determination and subsequent offer of 
our designated TP3 Resellers. 
 
 

B3. Payment Acceptance via Commercial Credit Card 
Your Requirement: Will payment be accepted via commercial credit card? ______Yes 
______No 
 

a. If yes, can commercial payment(s) be made online? _____Yes _____No 
b. Will a third party be processing the commercial credit card payment(s)? 

 ___Yes ____No 
c. If yes, indicate the flat fee per transaction $___________ (as allowable, per 

Section 5.2.E of Visa Operating Regulations). 
d. If “no” to above, will consideration be given to accept the card?  

______Yes _______No 
 
Our Response: Yes, payments shall be accepted via commercial credit cards. 
 

a. Online payment via commercial credit card is available and varies by 
designated TP3 Reseller.  

b. Each reseller will do their own commercial credit card payment processing. 

c. Convenience Fees, if applicable, are at the determination of our designated 
TP3 Resellers. 

 
 

B4. City of Tucson Business License 
Your Requirement: Does your firm have a City of Tucson Business License? 
__X__Yes ______No  If yes, please provide a copy of your City of Tucson 
Business license. 
 
Our Response: Yes, Panasonic currently possesses a business license for the City of 
Tucson. A copy of the license appears on the following page. 
 
 
 
 
 
 
 



For TP3 Reseller Supporting Products and Price Lists click here:  
http://nationalipa.org/panasonic.html 

http://nationalipa.org/panasonic.html
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C. Technology 
 
In order to present the various capabilities that are offered by Panasonic and our 
designated TP3 Resellers, our response has been organized to address each of your 
question areas with responses that correspond to Panasonic operations and operations 
characteristic of our designated TP3 resellers. Your questions are first listed as one 
group, and then answered separately by representative organization. 
 

C1. Website Capabilities 
Your Question / Requirement: Describe your website and the ease-of-use for 
customers to perform the following types of tasks: 
 

a. to search for products 
b. to find alternate products (if a certain product is not available) 
c. to perform side-by-side price comparison to other Panasonic products 
d. to order products 
e. to order products in advance (i.e., how far in advance of required delivery date 

can an order be placed?) 
f. to track order status, to include backordered items 
g. to determine when an item was received and who received it 
h. to restrict/block the ordering of certain line items and to restrict/block the ordering 

of groups 
i. to create approval paths/levels for orders, to include creating an approval path for 

restricted items 
j. to create a “favorites” list or other personalized list of frequently ordered items 
k. to create a “shared” list for an agency to use 
l. to obtain online customer service 
m. to receive online training 
n. to accept credit card payment (and describe the level of data offered; also 

describe your security measures for credit card orders) 
o. to track their budget for Panasonic purchases 
p. to generate reports 

 
Our Response: Manufacturer and TP3 Reseller responses appear below. 
 

Manufacturer’s Response 
Our proposal with respect to website capabilities is organized and aligned with our 
distribution model. In this case, the Panasonic Toughbook website provides for specific 
functionality, while our TP3 Resellers provide specific automations and additional 
functionality for the direct benefit those conducting procurement activates. In this 
respect, the primary services offered directly through the Panasonic Toughbook 
website, consist of the following:  
 

 Product Information 
 

o Product Data Sheets 
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o Solution Data Sheets 
o Industry / Vertical Market Case Studies 
o Cost of Ownership Analysis 
o Product Statistics 

 
 Reseller Support 

 

o Program information 
o Product data 
o Reseller Education 
o Product Configuration Tools 
 

 Product Support   

o Warranty information 
o Technical support contact directory 
o FAQs 
o Product Registration 
o Downloads 
o BIOS Updates 
o Driver Updates 
o Product Manuals 
o Utilities 

 
The Panasonic Toughbook website is located at 
http://www.panasonic.com/business/toughbook/laptop-computers.asp . For the 
expanded Panasonic offering please visit www.Panasonic.com/Business-Solutions.  
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Representative TP3 Response 
CDW-G’s website enables the required functionality as follows: 
 
a. to search for products  
 
Representative TP3 Response: Your CDW•G Extranet will allow authorized users to 
search for products within a specific contract or across multiple contracts. Users can 
display all pricing available within the selected contract(s) for the specific product. The 
pricing will be in real-time, as it is constantly updated to reflect the latest status. 
 
b. to find alternate products (if a certain product is not available)  
 
Representative TP3 Response: CDW•G Extranet and cdwg.com offer Product Finders 
to make it easier to find information for discontinued models. These Finders were 
designed to ensure compatibility for product categories including cables, desktops, ink 
and toner, memory, notebooks, power protection and cases and bags. 
 
c. to perform side-by-side price comparison to other Panasonic products  
 
Representative TP3 Response: Your CDW•G Extranet lets you perform quick product 
searches and “comparison shop” by viewing side-by-side, detailed product descriptions 
before you even place an order. This takes the hassle out of downloading data from 
manufacturer websites. The “Comparison Charts” feature of your CDW•G Extranet 
allows users to compare the features and prices of multiple products during the 
shopping process and save those comparisons for future reference.   
 
d. to order products  
e. to order products in advance (i.e., how far in advance of required delivery date can an 
order be placed?)  
 
Representative TP3 Response: CDW•G does provide staging options – this however, 
would need to be coordinated with your Account Manager.  
 
The Staging option is available to customers who need more than 30 days of storage. 
This arrangement is helpful when prolonged availability of a discontinued or constrained 
product may be needed to meet the customer’s project plans. Under this option, a 
Staging Agreement must be executed by your CDW•G Account Team. At least 1 – 2 
weeks’ notice is necessary to execute the agreement. CDW•G would perform any 
required configurations and hold products in our distribution center for the amount of 
time indicated in the Staging Agreement. Upon 48-hour notification, CDW•G will prepare 
the order for shipment and release it according to your rollout schedule. Your Account 
Manager can provide more information about the Staging option upon request. 
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f. to track order status, to include backordered items  
 
Representative TP3 Response: Backorder information is available 24-hours a day on 
your CDW•G Extranet. When ordering through your CDW•G Extranet, you will see if a 
product is able to ship the same day or if the product is on backorder. If product is 
currently out of stock, the end user will be able to see the length of time estimated to 
ship the product.  
 
g. to determine when an item was received and who received it  
 
Representative TP3 Response: The Order Center of your CDW•G Extranet offers a 
full breadth of tools to track your order status, leases, purchasing history and financing 
options. Original invoices can be printed and you can view outstanding balances and 
invoices, credits, adjustments and/or payments. You can download your purchasing 
history in preferred time increments (such as month-to-date, last six months, prior year, 
etc.) in any number of formats. The system lets you automatically save this data in your 
spreadsheet or database applications. You can readily search your order, get your 
tracking number, check shipping status and request a Return Merchandise 
Authorization (RMA). 
 
h. to restrict/block the ordering of certain line items and to restrict/block the ordering of 
groups  
i. to create approval paths/levels for orders, to include creating an approval path for 
restricted items  
 
Representative TP3 Response: Your CDW•G Extranet also automates your approval 
process. The Purchasing Authorization System (PAS) enables you to restrict your 
employees’ purchasing power and to automate required approvals before any order is 
placed. PAS bypasses the laborious step of having your purchasing administrator 
personally place each order. This process allows for multiple levels of approval, as well 
as multiple approval systems, which can all function independently for the departments 
and locations involved with the procurement process. This system also allows for 
reporting that is specific to orders that have moved through the requisition process 
setup through PAS. All reporting is as dynamic and editable as the other tools on your 
CDW•G Extranet. 
 

j. to create a “favorites” list or other personalized list of frequently ordered items  
 
Representative TP3 Response: Organizational and personal favorites can be created. 
The Company Solutions capability lets you customize your CDW•G Extranet home page 
to show the products and configurations your company uses and streamline standard 
product orders. You can choose a variety of formats in which to view products 
individually, in bundles, by manufacturer or even in side-by-side comparisons. By 
grouping products into bundles, there is no guesswork when making repeat purchases 
on company standardized solutions. You save hours having to conduct multiple steps, 
when you can simply send a bundle right to your shopping cart and check.  
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k. to create a “shared” list for an agency to use  
 
Representative TP3 Response: The Account Linking functions lets you view, place 
and track orders according to their bill-to addresses. A single log-in gives authorized 
users a way to efficiently access their order status from across the enterprise while 
placing and tracking orders by address and location. 
 
This capability lets you customize your CDW•G Extranet home page to show the 
products and configurations your company uses and streamline standard product 
orders. You can choose a variety of formats in which to view products individually, in 
bundles, manufacturer, or even in side-by-side comparisons.  
 
l. to obtain online customer service  
 
Representative TP3 Response: Online customer service is available via cdwg.com or 
your CDW•G Extranet. 
  
m. to receive online training  
 
Representative TP3 Response: Your Account Manager can facilitate online training of 
your CDW•G Extranet, allowing you to reap all the benefits this useful site. Additionally, 
there are helpful tutorials and demonstrations located at cdwg.com/explore.   
 
n. to accept credit card payment (and describe the level of data offered; also describe 
your security measures for credit card orders)  
 
Representative TP3 Response: See order process overview for description and level 
of data offered. 
 
CDW•G employs a powerful 128-bit encryption technology and Secure Socket Layers 
(SSL) in all areas where your personal identity is required. For your protection, 
cdwg.com utilizes certificates from VeriSign. This is your assurance that our site is 
authentic and that we are employing SSL security. You can check this security 
protection setting within your browser.  To ensure that you have the most protection 
available, please be sure to download the latest version of today's most popular 
browsers. For more information, contact your browser's publisher.  
 
Your account information and order history are kept behind our firewall on separate 
servers. All transaction information is processed under encrypted channels. In addition, 
access to your personal information is restricted within our company to provide 
maximum security. 
 
For intranet and Internet, we have deployed a network based Intrusion Detection 
System (IDS) which is monitored continuously, 24 hours a day, seven days a week.  
Currently, all firewall traffic is logged and an application is used to process the data for 
alerts, reporting, and notification. 
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o. to track their budget for Panasonic purchases  
 
Representative TP3 Response: We mail each invoice the day after we ship your 
product out of the distribution center. Copies of original invoices can be printed via your 
CDW-G Extranet, accessible 24 hours a day. CDW-G standard invoices include 
information listed below: 
 

 CDW-G remit to address 
 Invoice date 
 Invoice number 
 PO number affiliated with invoice 
 Payment due date 
 Order date 
 Shipping method 
 CDW-G part number 
 Description of product 
 Quantity ordered/shipped 
 Unit price (based off of pricing structure agreed to in the contract) 
 Extended Price 

 
p. to generate reports  
 
Representative TP3 Response: As a rich source of detail on purchase history, license 
agreements and asset tracking, CDW•G lightens the burden of generating reports. Your 
CDW•G Extranet is a productivity-enhancing tool, giving you the exact detail you require 
whenever you need it. You can also download reports into a variety of formats, including 
Microsoft Excel, CSV and tab-delimited files. With over 75 reporting fields to choose 
from, you are able to customize your reports to the exact information you need. We 
bring you dynamic reporting for the information you need, when you need it, via your 
CDW•G Extranet.   
 

Representative TP3 Response (2) 
The PCS Mobile website enables the required functionality as follows: 
 
a. to search for products  
 
Representative TP3 Response: Products can be searched for by specific model (i.e., 
“Panasonic Toughbook 31”) or by family (i.e., “Fully-rugged”). 
 
b. to find alternate products (if a certain product is not available)  
 
Representative TP3 Response: Real-time availability is not currently published on-line. 
 
c. to perform side-by-side price comparison to other Panasonic products  
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Representative TP3 Response: Not available. 
 
d. to order products  
 
Representative TP3 Response: The PCS Mobile site is for product information only. 
  

C2. Additional Website Functionality 
Your Question / Requirement: Describe additional functionality offered by your 
website. Provide screen shots, a demo “CD,” a demo URL, a manual, etc., or any other 
format that will aid the City in our evaluation of our website. 
 
Representative TP3 Response: For additional information regarding Extranet 
capabilities and our general CDW•G website functionalities, please refer to the following 
link: www.cdwg.com/explore.    
 
We also include screenshots of your specific Extranet site. 
 
The following Figure shows a view of your Shopping cart, including a drop-down 
selection of available contracts from which to purchase. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

Figure: Shopping Cart View 
 

 
The next Figure shows a view of the screen if you were to select the product within your 
shopping cart, providing more product-specific details. 
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Figure: Typical Product Selection View 
 
 
The next Figure (following page) shows the contract center page of your site, including 
contract information, the availability and contact information of your dedicated contract 
team, and helpful information that allows you to customize your product search. 
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Figure: Contract Center Page 
 
 

C3. National Awards / Recognition for the Website 
Your Question / Requirement: Describe any national awards and/or other recognition 
that your website has received. 
 
Representative TP3 Response: CDW•G has won many awards based on our 
dedicated customer services, which includes our websites. A detailed list of our awards 
is available at www.cdwg.com/awards.    
 

C4. Website Availability 
Your Question / Requirement: Describe the hours your website is available? What are 
your hours of downtime, such as for system maintenance? 
 
Representative TP3 Response: If and when Extranet downtime must occur for 
maintenance purposes, we try to schedule it on a weekend when there is the least 
amount of impact on our customers. We typically inform our customers of scheduled 
outages 24-48 hours in advance. In 2008, our staff of over 200 in-house IT 
professionals kept the site running with only 24 hours of downtime, providing 99% 
availability. 
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Account managers stay in close contact with the eCommerce team, in order to remain 
informed of extranet outages. They will communicate information concerning these 
outages to the effected agencies. 
 
CDW•G receives information regarding our availability daily from Keynote.com. 
 

C5. Real-Time Product Availability 
Your Question / Requirement: Does your website offer real time product availability? 
 
Representative TP3 Response: Yes, both cdwg.com and your customized CDW•G 
extranet provide real time product availability.  
 

C6. Automatic Handling of Volume Discounts 
Your Question / Requirement: If volume discounts are proposed, does your website 
automatically offer the order size incentive? For example, if an order reaches a certain 
amount, is a volume discount automatically offered and, if so, how is that conveyed to 
the customer? 
 
Representative TP3 Response: Your CDW•G Extranet will automatically provide you 
with your special pre-qualified pricing and discounts on offered products. When a larger 
project is anticipated, your Account Manager will assist you in road mapping – to help 
you find the best pricing available, based on the size and urgency of your need. 
 

C7. Email Confirmations 
Your Question / Requirement: Describe the types of email confirmations that your 
website generates. What events trigger an email going to the customer? 
 
Representative TP3 Response: CDW•G will send advanced shipping notices for in-
stock items via e-mail, we will also provide invoices via email. 
 
Representative TP3 Response: First time users of the National IPA contract are asked 
to verify that their organization is authorized to utilize the purchasing contract by e-
mailing the Contract Manager at PCS Mobile. Once verified, they will receive an e-mail 
confirming their eligibility to utilize the contract pricing. 
 

C8. Registration Process for New Customers 
Your Question / Requirement: Describe the registration process to set up new 
customers for your online ordering process. Is self-registration available? If an agency 
does not want self-registration, are you available to assist in the registration process? 
 
Representative TP3 Response: A strength of CDW•G is our ability to implement 
solutions for customers quickly and effectively, with minimal impact on customer 
operations. We have a long history of successfully implementing contract purchasing 
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from an existing system to CDW-G, with numerous contracts similar in size and scope 
to this one. 
 
Upon award, your account team will work to rapidly implement your new program. 
CDW•G will begin by locking your contract pricing into place. The pricing will be 
displayed and continuously updated on your CDW•G Extranet site. Additionally, your 
account team will have ready access to your tailored pricing to assist in quoting and 
ordering needs. This pricing, as offered, will update dynamically in keeping with the 
discount structure proposed. A few of the implementation steps you can expect from 
CDW•G include: 
 
Account Management Setup 
 

 Introduce key customer contacts to CDW•G Account Team 
 Introductory letter/phone contact/ site visit 
 Gather/confirm general customer information 
 Outline customer’s procedures and requirements: Frequency of contact / 

schedule, turnaround, expectations (quotes), reporting 
 Conduct walk through or webinar: CDW•G Extranet 

 
Procurement and Management Systems 
  

 Standardize products through CDW•G Extranet 
 Set up purchase authorizations and controls 
 Establish account linking 
 Implement asset-tracking system  
 Investigate or link with eProcurement programs and third parties 
 Utilize EDI for invoicing and/or ordering functions 

 
Pricing 
 

 Enter pricing information into contract manager system 
 Optional Systems/Services 
 Finalize staging agreement 
 Arrange for onsite services 
 Select appropriate training programs 

 

C9. Website Customization Capability 
Your Question / Requirement: Describe if your website can be customized for an 
agency’s specific needs, such as placing our logo on your website, associating an 
agency blanket purchase order number on all orders, creating a bulletin board or other 
place to display customized messages, displaying approved configurations, naming 
certain fields (i.e., user defined fields), etc. 
 
Representative TP3 Response: CDW•G realizes all of our customers have different 
and unique needs. This is why we have centralized our customer focus on individual 
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customer needs, providing a dedicated, segment specific account manager to each 
customer. Another way we tailor our value added benefits, is providing an extremely 
flexible, and customizable Extranet site.  
 
In working with your Account Manager and e-procurement team, nearly every aspect of 
your Extranet site can be customized. The following aspects of your Extranet are 
customizable, as requested:  
 

 Logo placement 
 Agency blanket purchase orders 
 Customized messages 
 Approved configurations 
 Field naming 

 
Additional customizable items include: 
 

 Purchase authorizations and controls  
 Account linking 
 Asset tracking system 
 Third party and e-procurement program linking 
 Invoicing 
 Reporting 
 Catalogs 

 
For additional information regarding Extranet capabilities and our general CDW•G 
website functionalities, please refer to the following link: www.cdwg.com/explore.   
 

C10. Available Online Reporting 
Your Question / Requirement: Describe the types of online reporting that are 
available. Is customized reporting available? 
 
Representative TP3 Response: CDW•G has two avenues to provide reporting: 
quarterly sales reports and on-demand, self-run Extranet reports. On a quarterly basis, 
the CDW•G Program Management team will conduct reports reflecting purchases and 
they will be available to discuss trends. The turn-around time for these reports is 
generally fifteen calendar days from the end of the quarter.  
 
You also have access to on-demand, self-run reports 24x7x365 via their Extranet. The 
turnaround time for these reports is minutes. You can download reports into a variety of 
formats, including Microsoft Excel, CSV and tab-delimited files. Your CDW•G Account 
Managers can set up custom fields on your Extranet that will be incorporated in both the 
standard checkout and express checkout processes. Over 75 custom fields are 
available, including: 
 

 Accounting Code 
 Cost Center 
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 Department Code 
 Division 
 Purchaser 
 Employee E-Mail Address 

 

C11. Online Return Process 
Your Question / Requirement: Describe your online return process (if available). 
 
Representative TP3 Response: A member of CDW•G Technical Support Team can 
assist in directing end users through our return process, via email or telephone. If a 
return is needed, a Return Merchandise Authorization (RMA) can be requested online. 
The Tech Support Specialist will request service center waiver to be completed. When 
the waiver has been received, the technician will provide instructions on how and where 
to send the equipment that needs repaired. You can check the status of the repair via 
our online repair status feature, or via email. 
 

C12. Third-Party Integration 
Your Question / Requirement: Describe any third-party integration that you have 
successfully implemented. For example, is your website integrated with any third-party 
procurement, financial, or purchasing/credit card systems? 
 
Representative TP3 Response: Yes, CDW•G offers complimentary integration with 
leading eProcurement software providers, marketplaces, exchanges, and consortiums. 
We are successfully integrated with more than sixty procurement and partner 
applications, including: 
 
Acquirex GovPro Peoplesoft 
Ariba Higher Perfect Commerce 
Birchstreet Horizons HBOC Point Systems 
Clarus I2 Prestige Purchasing 
Cold Fusion IAESC Purchase Pro 
Cybiz iProcure Purchasing Net 
Datastream  Ketera Purchasing Power.com 
DSSI Magic Quatrum 
Elcom Mercury Quote Works 
Enable MSFT Great Plains Qvalent 
Enporion Old Source Explorer RegLogic 
Eplus Omnibuyer Requisite 
Epylon Optus Marketsite SAP 
Eschoomall.com Oracle Sciquest 
Exostar Org Supply Tectura 
Expensewatch.com Osiris Verizon Technologies 
GHX Palmas – Purchasing Plus  

 
CDW•G offers several ways to support a customer specific catalog.  In addition to your 
CDW•G Extranet, we also offer catalog options via a variety of eProcurement solutions. 
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In regards to catalog integration, the customer can elect to use our static or dynamic 
catalog to procure IT equipment directly from your procurement application.  
 
Static Catalog (Flat Files) includes: 
 

 100K plus SKUs 
 Buyer specific pricing/product 
 Hosted on FTP server 
 Tab/comma delimited format  

  
Dynamic catalog integration using cdwg.com: 
 

 OCI 
 Roundtrip 
 cXML Punchout 1.2 
 Real-time pricing and product updates 
 Customizable company page 
 Transferable shopping cart  

 
All electronic files are updated daily, with most catalog information (part number 
availability, pricing, and misc. info) being updated in real-time daily. Various 
eProcurement catalogs offer real-time pricing and product updates along with nightly 
catalog updates from the FTP server. 
 
Receiving Payment 
CDW•G accepts payment through: 
 

 Credit Cards* (American Express, Diner’s Club, Discover, MasterCard, Visa) 
 Checks 
 EDI 
 EFT (Electronic Funds Transfer) 
 Procurement Cards  

  
*With a credit card order, CDW•G requires the credit card information at the time you 
place the order. Please note that we do not accept credit cards for term accounts. 
CDW•G’s standard payment terms are net 30 days from the date the invoice is issued.  
 
While CDW•G appreciates prompt payment, we do not offer discounts for early 
payment. Prompt payment ensures that CDW•G is able to continue offering low prices 
while managing our costs.  
  

CDW Government LLC 
75 Remittance Drive 
Suite 1515 
Chicago, IL 60675  
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eProcurement Solutions 
Innovative web-based procurement tools allow BAE users to create quotes, place 
orders, track shipments, and generate reports directly from their PC through secure 
internet sites. 
 
The BAE Extranet, maintained by CDW-G, enables your organization to not only keep 
track of current assets but to make the most cost-effective future purchasing decisions. 
CDW-G works with third-party eProcurement software providers, market places, 
exchanges and consortia to integrate with your eProcurement methods. We have 
successfully integrated with more than 50 procurement applications and partners and 
enabled over 3,000 dynamic punch-out customers since 2001. 
 

C13. Strategic Vision for the Website 
Your Question / Requirement: Describe your strategic vision for your website – i.e., Is 
new functionality expected to be added? If so, describe the functionality and the timeline 
for implementation. How often is the web redesigned? As technology evolves (for 
example, new search engines are more robust), does your website evolve, too? Etc. 
 
Representative TP3 Response: We have recently given our website, cdwg.com, a 
facelift. The new and improved cdwg.com website offers a simplified contract search 
functionality, the time-saving ability to replicate a previous order, a server advisor tool to 
simplify server configuration choices, and new search filters to help end users stay 
within a pre-defined budget. 
 
Our customers can expect CDW•G to continue reviewing and refining our processes. 
When a process is changed, we ensure that it is implemented with as little down time for 
our customers as possible, a testament to this statement being our 99% Extranet and 
website uptime.   
 
Customized Extranet Provides Value 
The City of Tucson will have its own customized CDW•G@work extranet available to 
users 24 hours per day, seven days a week. This value-added tool makes working with 
CDW•G easy, convenient, and efficient. CDW has been the pioneer in tapping the 
power of the Web, and it continues to develop enhancements based on customer 
feedback.  
 
Post-award, CDW’s extensive suite of extranet tools will be provided to the City of 
Tucson at no additional cost. With it, users can: 
 

 Streamline the ordering process  
 Facilitate product standardization  
 Automate purchase approvals and control rogue purchasing 
 Communicate standards to all users 
 Maintain customized catalog(s)  
 Reduce time spent researching and purchasing IT products 
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 Maintain consistent pricing across the organization 
 Enable users to create quotes right from their shopping cart 
 Provide up-to-date order and delivery status including backorders 
 Track purchases by each subsidiary and affiliate 
 Simplify software licensing and ensure compliance that minimizes costly fees 
 Track your IT assets across your organization 
 Provide flexible and comprehensive reporting capabilities using pivot table 

technology 
 Track up to three years of purchase history 
 Upload reports in Excel format 
 Access online chat support  
 

In short, CDW’s Web capabilities provide National IPA customers with an extra level of 
convenience, customization, and efficiency. Our award-winning e-Procurement tool 
brings to you:   
 

Speed — City personnel can research, purchase, and track technology easier and 
faster than ever. CDW•G makes the buying process simple and more efficient. 
With one click, system users can procure the best solutions the City needs at the 
best price from one of the industry’s largest inventories of brand-name products. 
Consolidating your purchases through our “one-stop shop” saves the City time 
and money. 

 
Information — Our extranets provide the industry’s most comprehensive suite of e-

Procurement tools to gather the breadth and depth of detail you need to make 
the right purchasing decisions. The site puts you in direct contact with your 
Account Manager and backup Account Managers, who offer personal guidance, 
suggestions, and recommendations to help users make informed purchases. 

 
Reporting — As a rich source of detail on purchase history, license agreements and 

asset tracking, CDW•G@work lightens the burden of report generation. This 
customizable extranet is a productivity-enhancing tool, giving users the exact 
details they require whenever they need it. Users can also download reports into 
a variety of formats, including Microsoft Excel, CSV and tab-delimited files.  
Dynamic reporting is a key point CDW brings to this project, giving City staff the 
information they want when they need it on the City’s extranet. 

 
The value-added benefit of your customized extranet is that City personnel can better 
manage data and information that will enable them to make more cost-effective 
decisions. It also reduces the administrative and purchasing costs involved in 
procurement. 
 
Extranet Features 
Specific features of the customized CDW extranet appear below: 
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Account Linking — View, Place, and Track Orders from Multiple Addresses 
Account Linking lets system users view, place, and track orders, including historical 
purchases across multiple bill-to addresses. A single log-in gives authorized users a 
way to efficiently access order status from across the enterprise to anywhere in the 
world. This eases the challenge of multiple purchases from disparate locations by 
centralizing the purchasing process, yet it offers the flexibility to place and track orders 
by address and location. 
 
Account Team — Access Expert Support with a Personal Touch 
CDW•G@work allows users to work directly with their dedicated CDW•G Account 
Manager and sales support team, as well as with customer service professionals and 
certified technicians, during every step of the purchasing cycle. CDW•G@work lets 
managers see pictures of their Account Teams, view their contact information, and 
check their availability in and out of the office. 
 
Asset Management — Follow Asset-Tagged Hardware Throughout Your Company 
CDW•G@work provides an online asset management tool to track the City’s asset 
tagged products. Users can search by serial number, order number, date of purchase, 
product description, warranty length, invoice number, or location, and can even create 
your own custom fields and add or enter products purchased from other vendors. This 
extranet feature also allows users to modify records to reflect the transfer of equipment 
from one location to another – a real plus for companies with multiple locations. Asset 
Management then lets users create and download a detailed report of the City’s 
hardware assets. 
 
Company Solutions: Compare and Buy Single or Bundled Products with One 
Click 
This CDW•G@work capability enables authorized users to customize the City’s extranet 
home page to show the products and configurations the City uses. They can also 
streamline standard product orders. City staff can choose a variety of formats to view 
products individually, in bundles, by manufacturer, or even in side-by-side comparisons. 
By grouping products into bundles, there’s no guesswork when making repeat 
purchases on the City’s standardized solutions. Your office will save hours otherwise 
spent conducting multiple steps by simply sending a bundle right to the shopping cart 
and check-out. CDW•G@work also allows users to perform quick product searches and 
to “comparison shop” by viewing side-by-side, detailed product descriptions before even 
placing an order. This takes the hassle out of downloading data from multiple 
manufacturer websites. 
 
Contract Pricing — View Negotiated Contracts in Real-Time, Receive Bids Quickly 
If the City needs to make purchases based on a negotiated contract, CDW•G@work lets 
project staff search the City’s approved contracts online. City users can view all eligible 
contract pricing as they shop; the extranet will automatically provide them with the City’s 
special pre-qualified pricing and discounts on tens of thousands of products. Authorized 
users can also access contract and/or special pricing in real time, as the site is 
constantly updated to reflect the latest status. Buyers from any location can view 
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approved contract pricing to ensure this pricing structure holds true throughout the 
entire organization.  
 
My Purchases — Track Order Status and Purchasing History Instantly 
This feature offers a full breadth of tools to track your order status, purchasing history, 
and financing options. Original invoices can be printed, and users can view outstanding 
balances and invoices, credits, adjustments, and/or payments. The City can download 
its purchasing history in preferred time increments (such as month-to-date, last six 
months, prior year, etc.) in any number of formats. The system lets you automatically 
save this data in your spreadsheet or database applications. City of Tucson authorized 
users can readily search orders, get tracking numbers, check shipping status, and 
request Return Merchandise Authorization (RMA) information. 
 
Online Quotes — Create, Review and Place Orders in Minutes 
City of Tucson users can review quotes online just moments after they are created by 
an Account Manager. These can then be printed, forwarded to colleagues or managers 
for pre-authorization, or converted to a live order. This feature also lets City users create 
their own online quotes right from the shopping cart in addition to viewing contracts, unit 
volume, and bid pricing online. 
 
Purchasing Authorization System (PAS) — Streamline Purchasing Approvals 
CDW•G@work also automates the approval process. PAS enables City officials to 
restrict employees’ purchasing power and automate required approvals before any 
order is placed. PAS bypasses the laborious step of having a purchasing administrator 
place each order personally. The process allows for multiple levels of approval as well 
as multiple approval systems, which can all function independently for many 
departments/locations within the City’s procurement process.  This system also allows 
for reporting specific to orders that have moved through the requisition process setup 
through PAS. All reporting through PAS is as dynamic and editable as it is with the other 
tools on the City extranet. 
 
Catalogs and Custom Catalogs – Limit Product Purchase Rights 
Each City of Tucson catalog contains a name and a description; they are displayed by 
product category and show both CDW•G and manufacturer part numbers. There is a 
drop down listing on the product search drill down pages when users conduct a 
Department Search from the main page or use the type-in search feature on the top 
right side of the main site banner.  
 
The catalog feature allows the City to create customized catalogs. These can be used 
to limit the purchasing ability of your end-users based on Purchase History; Corporate 
Solutions; Contract(s); Manufacturer Part Number; the CDW•G EDC; and through the 
Search function. The same engine and keywords that drive the Search Engine are also 
available to City users to search for product. This allows users to refine items listed 
before making them a part of the City’s custom catalog for one or multiple users.  These 
rules can be used to add product to a catalog or exclude items from one as well.  Once 
applied to a group or PAS workflow, they can really help control the spending habits of 
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your end users and help keep the City’s IT budget focused on the pre-determined, 
project-approved standard of items.     
 
Software License Tracker — Simplify Software Tracking and Compliance  
The CDW•G@work Software License Tracker (SLT) is a value-added feature that was 
designed to simplify software license management and reduce the time IT managers 
spend managing volume software licensing. The City of Tucson can run reports in the 
tracker to show what license agreements are about to expire. The SLT has the 
information managers need to manage licensing and reduce the risk of non-compliance. 
Recurring alerts can be set up to e-mail the appropriate IT manager as necessary. 
 
Product Finders — Easily Find the Right Accessories and Supplies  
CDW•G@work and CDW•G.com now offer Product Finders to make it even easier to 
find supplies for printers, fax machines, copiers, multi-functions, and other devices. City 
of Tucson officials can also search for desktops and notebooks.  Product Finders guide 
users to the technology solutions that fit the City’s needs and will even help find 
information for discontinued models. These Finders were designed to ensure 
compatibility for product categories including cables, desktops, ink and toner, memory, 
notebooks, power protection, and cases and bags. 
 
For additional information regarding CDW•G@work capabilities, please refer to the link 
below. 

Link to CDWG@work: Our B2B Solution 
 
CDW•G will continue to build new e-Procurement solutions and feature enhancements 
based on customer feedback. We strive to regularly incorporate new features and 
capabilities that ease your inventory headaches. Future enhancements for the fourth 
quarter include an updated and merged SLT and Asset Management tool and an 
enhanced ink- and toner-specific search feature. 
 
Other TP3 Technology Capabilities Considerations 
We have provided representative answers within our proposal derived from our 
designated TP3 resellers. We have not listed representative answers to each question 
from each designated TP3 reseller in the interest of efficiency and clarity of our proposal 
response.  
 
However, we believe that it is important to note that all of our Designated TP3 resellers, 
which include Visual Pro 360, MCT, CDW-G, PCS Mobile, Insight Public Sector, 
AVISPL, and Whitlock., offer comprehensive services, capabilities and processes that 
enable each to meet the requirements of this contract. Specific and detailed information 
with respect to each of our designated TP3 Reseller’s capabilities and services can be 
provided as well upon request.  
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D. Qualifications & Experience 
 

D1. Company History and Description 
Your Requirement: Provide a brief history and description of your firm. 
 
Our Response: Panasonic System Communications Company of North America 
(PSCNA) is a unit company of Panasonic Corporation of North America, an $83 billion 
company with worldwide research and development resources. PSCNA was 
established in early 2012 to offer an integrated approach to supporting our customers. 
As PSCNA, we can now offer the synergy between the products and offer the customer 
an enhanced experience with Panasonic and the products we offer.  
 
Panasonic is also one of the only core manufacturers in the world today. This position in 
the marketplace gives PSCNA direct control over the product design process. As a 
result, PSCNA has been able to draw on the extensive resources of its parent company, 
which has made the Panasonic brand the leading name in rugged PCs, pro displays 
and the AV market. Over the past two decades, Toughbook mobile PCs have integrated 
new communication technologies and performed beyond the limitations of conventional 
notebooks. The broad line of the pro display line from PSCNA offers the customer a 
unique offering up of displays to the industry’s only 152” display.  
 
In addition, with PSCNA’s long history of supporting the AV market through its 
expansive and customized offering for cameras, mixers and state of the art equipment. 
PSCNA offers the customer an opportunity to purchase their unique solution from one 
company for ease of purchase as well as industry leading support and customer 
service.  
 
The complete suite of Panasonic solutions addresses unified business communications, 
mobile computing, security and surveillance systems, retail information systems, office 
productivity solutions, high definition visual conferencing, projectors, professional 
displays and HD and 3D video production. As a result of its commitment to R&D, 
manufacturing and quality control, Panasonic engineers reliable and long-lasting 
solutions as a partner for continuous improvement. Panasonic solutions for business 
are delivered by Panasonic System Communications Company of North America, 
Division of Panasonic Corporation of North America, the principal North American 
subsidiary of Panasonic Corporation  
 
Reliability in our products is more than just a description—it’s a promise. As a core 
manufacturer, we make almost every component that goes into a Toughbook, including 
touchscreen displays, optical storage, CD-ROM and DVD-ROM drives, Lithium-Ion 
batteries, board-level electronics and encasements. And for all of our PSCNA products, 
they are assembled in our manufacturing and configuration facilities, allowing us to 
ensure total quality throughout the entire process. It’s this philosophy that will continue 
to propel Panasonic and meet the computing demands for the 21st century and beyond.  
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PSCNA’s business model melds the strengths associated with a large company and the 
nimbleness of a smaller firm. This is achieved by drawing on the resources of an 
extensive roster of strategic partners and alliances in information technology, mounting 
hardware and communications areas. Our partners cover all aspects associated with a 
rugged mobile computer deployment including pre-deployment issues, vehicle 
installation, training, project management, service concerns and post-deployment 
support. Additional information is provided regarding these matters further on in the 
RFP. 
 
Location 
Panasonic System Communications Company of North America is headquartered at 3 
Panasonic Way, 2F-11, Secaucus, NJ 07094. Our Dun & Bradstreet company number 
is 00-891-9813. 
 

D2. Sales Staff Employed 
Your Requirement: Provide the total number and location of sales persons employed 
by your firm. 
 
Our Response: Currently, Panasonic employs over 100 sales personnel nationally; 
Panasonic’s TP3 Reseller and Public Sector Sales Teams consist of 40+ individuals 
with extensive experience and knowledge of Panasonic product and solutions. Some 
noted are identified as follows: 
 

PSCNA Public Sector Sales Staffing – Management 
 
Name: Jan Ruderman Location: Middletown, MD 
Title: Vice President, Government Regions: USA 
 
Name: Scott French Location: CA 
Title: Vice President, Public Sector Regions: Law Enforcement / Arbitrator/ 

Fire / EMS / Homeland Security 
/ State & Local 

 
Name: Michelle Chapin Location: VA 
Title: Director, Contracts & Bids Regions: USA 

 
Name: Kay Stewart Location: TX 
Title: Western Region National Sales 

Manager 
Regions: LA, MO, ND,SD, TX, AZ, HI, 

MT, UT, WY, CO, NM, CA 
 
Name: Joe Martin Location: IL 
Title: Central Region National Sales 

Manager 
Regions: AR, KS, NE, OK, AL, MS, IL, 

GA, SC 
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Name: Sean Hall Location:  FL 
Title: Eastern Region National Sales 

Manager 
Regions: FL, NC, TN, KY, PA, NY, NJ, 

VT, NH, CT, RI, ME, MA, MD, 
DE, VA, DC, WV 

 
Name: John Massa Location: NY 
Title: Technical Field Manager Regions: PA, NY, NJ, VT, NH, CT, RI, 

ME, MA, MD, DE, VA, DC, WV 
 
Name: Bob Lane Location: AZ 
Title: Supervisor, Technical Field  Regions: USA 
 

PSCNA Public Sector Sales Staffing – Arbitrator Team 
 
Name: Greg Peratt Location: CO 
Title: National Director, Video 

Products 
Regions: USA 

 
Name: Mike Dixon Location: CA 
Title: Area Sales Manager, Video 

Products 
Regions: AK, AZ, CA, CO, HI, ID, MT, 

NM, NV, OR, UT, WA, WY, TX 
 
Name: Adam Gill Location: TN 
Title: Area Sales Manager, Video 

Products 
Regions: AL, AR, FL, GA, LA, MS, NC, 

SC, PA, KY, NJ, MD, DE, DC, 
VA, WV, TN 

 
Name: John Cusick Location: MN 
Title: Team Leader,   Video Products Regions: USA 
 

PSCNA Public Sector Sales Staffing – Public Safety Team 
 
Name: Kay Stewart Location: TX 
Title: National Sales Manager – 

Western Region 
Regions: USA 

 
Name: Joe Martin Location: IL 
Title: National Sales Manager – 

Central Region 
Regions: AR, KS, NE, OK, AL, MS, IL, 

GA, SC 
 
Name: Darrell Cross Location: Il 
Title: Senior Area Manager Regions: IL, WI, MN, IA 
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Name: Tom Derden Location: TX 
Title: Area Sales Manager Regions: South Texas, LA 
 
Name: Karin Iffrig Location: MO 
Title: Area Sales Manager  Regions: AR, NE, MO, OK 
 
Name: David Robinson Location: VA 
Title: Area Sales Manager Regions: VA, DC 
 
Name: Sean Hall Location:  FL 
Title: National Sales Manager – 

Eastern Region 
Regions: FL, NC, TN, KY, PA, NY, NJ, 

VT, NH, CT, RI, ME, MA, MD, 
DE, VA, DC, WV 

 
Name: Donna Gallucci Location: NY 
Title: Area Sales Manager Regions: N, CT 
 
Name: Mike Mercier Location: SC 
Title: Area Sales Manager Regions: SC, AL, MS, GA 
 
Name: Cassie Tripp Location: NC 
Title: Area Sales Manager Regions: NC, TN 
 
Name: Joe Oliverio Location: MD 
Title: Senior Area Sales Manager Regions: MD, NJ, PA, DE 
 
Name: Marc Taylor Location: AZ 
Title: Area Sales Manager Regions: AZ, NM, NV 
 
Name: Tim Korger  Location: MN 
Title: Senior Area Sales Manager Regions: MN, ND, SD 
 
Name: Jesse Goldman Location: CT 
Title: Area Sales Manager Regions: ME, CT, RI, DE, VT , NH 
 
Name: Keith McCoy Location:  CA 
Title: Area Sales Manager Regions: CA, OR, WA, AK, HI 
 
Name: Chuck Garrett Location: TX 
Title: Area Sales Manager Regions: TX, LA, OK 
 
Name: Mark Griffis Location: FL 
Title: Business Development – Public 

Sector 
Regions: US 
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D3. Support Centers 
Your Requirement: Provide the number and location of support centers (if applicable). 
 
Our Response: GSC locations are as follows: 
 
For North America, Central America, and South America: 
Panasonic NSC (National Service Center) at Heartland 
14206 Overbrook 
Leawood, KS  66224 
 
For Europe, Middle East, and Africa: 
Panasonic CPE (Computer Products – Europe) 
Pentwyn Industrial Estate 
Cardiff, Wales  CF23 7XB  
United Kingdom 
 
For Asia, Oceania, and Pacific:  
Matsushita Electric Industrial Co. Ltd. 
ITPD (Personal Computer) Customer-F 
Kobe City, Hyogo 651-2271, Japan 
 
Our National Service Center in North America is stocked with over $5,000,000 in 
components located which provides our customers with a 98%+ parts availability rate 
for the past eleven (11) years.   
 
Additionally, our designated TP3 Resellers offer additional support capabilities as well 
as locations. Note: Panasonic does not restrict The City or National IPA with regards to 
which designated reseller various Participating Agencies prefer to utilize on the basis of 
features and BPO support programs offered to support their respective procurements. 
 

D4. Annual Sales (2009 – 2011) 
Your Requirement: Provide your firm’s annual sales for 2009, 2010, and 2011. 
Breakout the total annual sales for each of the following segments: Federal government, 
states, local government, k-12 and higher education. 
 
Our Response: PSCNA annual sales for fiscal years ending 2009, 2010, and 2011 are 
listed as follows*:  
 
2009  

 Toughbook: approx. $700M ($200M Federal, $200M S&L Govt)  
 
2010  

 Toughbook: $580M  ($180MM Federal, $210MM S&L Govt)  
 Plasma: $80M  
 ProAV Camera: $70M  
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2011  

 Toughbook: $620MM  ($150M Federal, $200M S&L Govt)  
 ProAV Camera: $140MM  
 Plasma: $100MM  

 
*Listed figures are estimated. Our 2011 figures are merely estimates, as our fiscal year 
is from April-March. Also, Education will now be separated into its own category in 
2012, but appears in the State & Local total here due to its inclusion therein during the 
specified timeframe. 
 

D5. Proof of Authorized TP3 Status 
Your Requirement: Provide proof your firm is an authorized TP3 Panasonic reseller. 
 
Our Response: This is a manufacturer’s proposal. Each of the resellers that we have 
designated within our response to service this contract is a Panasonic TP3 reseller in 
good standing. 
 

D6. FEIN and D&B Report 
Your Requirement: Submit your FEIN and Dun & Bradstreet report. 
 
Our Response: Panasonic System Communications Company of North America is 
headquartered at 3 Panasonic Way, 2F-11, Secaucus, NJ 07094. Our FEIN number is 
36-2786846. Our Dun & Bradstreet company number is 00-891-9813. Our Dun & 
Bradstreet Report appears on the following five pages. 
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D7. Contact Information for Designated Project Areas 
Your Requirement: Provide contact information for the person(s) who will be 
responsible for the following areas including resumes: 
 

 Marketing 
 Sales 
 Sales Support 
 Financial Reporting 

 
Our Response: The following PSCNA personnel are designated to manage and 
support this contract:   
 

National Business Development / National Contract 
Management 
 

Company Name:  Panasonic System Communications Company of North America 
Address:   21473 Glebe View Dr 
City, State, Zip:  Ashburn, VA 20128 
Phone #:   (973) 303-7787 
Contact Name:  Michelle Chapin 
E-mail:   Michelle.Chapin@us.panasonic.com  
 

National Sales Management / Contract Sales Management 
 

Company Name:  Panasonic System Communications Company of North America 
Address:   4741 Pebble Creek 
City, State, Zip:  Aubrey, TX 76227 
Phone #:   (940) 243-7225 
Contact Name:  Kay Stewart   
E-mail:   Kay.Stewart@us.panasonic.com  
 

Local Tucson & Regional Sales Management 
 

Company Name:  Panasonic System Communications Company of North America 
Address:   2730 S Honeysuckle Lane 
City, State, Zip:  Gilbert, AZ 85296 
Phone #:   (480) 861-8377 
Contact Name:  Marc Taylor 
E-mail:  Marc.Taylor@us.panasonic.com  
 

Financial Reporting   
 

Company Name:  Panasonic System Communications Company of North America 
Address:   21473 Glebe View Dr 
City, State, Zip:  Ashburn, VA 20148 
Phone #:   (973) 303-7787 
Contact Name:  Michelle Chapin 
E-mail:   Contracts@us.panasonic.com  



 
 
 

101 ORIGINAL 

Note: An alternate will be designated for reporting maintenance beyond initial 
deployment.  
 
At the time of publication, resumes for all PSCNA key staff members were not 
immediately available. Additional resumes will be furnished later as may be requested.  
 

D8. Similar Project Experience 
Your Requirement: Provide a summarization of your experience in performing work 
similar to that outlined in this solicitation. Provide a minimum of three references for 
which your firm has provided the same solution (please include company name, 
address, contact person, phone number and email address). References from other 
public agencies, particularly municipal governments, are preferred. 
 
Our Response: Panasonic has shipped millions of dollars’ worth of Toughbooks, Pro 
displays and pro AV products to Government, Education, and Public Safety customers.  
 
Our products have shown the best overall performance metrics. Panasonic has been 
able to achieve this success by working with industry experts, customers and partners 
with the purpose of continually pushing the boundaries on the products we offer. In 
addition, Panasonic has developed its own internal team dedicated to ensuring that our 
Government customers get the highest level of pre- and post-sale support. We’re 
committed to understanding your needs as well as the demands of the Government, 
Education, and Public Safety agencies you support. Our dedication to supporting our 
Government customers is what continues to make us the industry leader with the best 
screen technology, fastest processors, most effective integrated wireless technology, 
and the newest software solutions.  
 
Panasonic has had the privilege to serve National IPA contract customers over the past 
five years. We have worked with the customers and the reseller partners to offer a 
unique experience of creating a customized solution that is also cost-effective. In 
addition, we have tailored the program to meet the customer's needs in the Public 
Safety market. Panasonic has proven that we outperform our competitors in the 
Government sector, and that we will continue to do so in the future.  
 
We are focused on delivering technology solutions for government and business 
customers in a wide range of vertical industries. The complete suite of integrated 
Panasonic and partner solutions addresses a number of emerging technology needs, 
including unified business communications, mobile computing, security and surveillance 
systems, retail information systems, office productivity solutions, high definition visual 
conferencing, projectors, professional displays, and HD and 3D video production.  
 
We are very proud of our strong and diverse portfolio of customers who depend on us 
and who have expanded their relationship with Panasonic through the National IPA 
contract. We look forward to continuing to serve them with offering the best quality 
products along with the best customer service and support. 
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Ohio State Highway Patrol 
Mauro Pereira 
614-752-3001 
mpereira@dps.state.oh.us 
600+ systems @ 10+ sites 
 

Salt River Pima PD (Arizona) 
G. Bury 
480-362-6308 
70 systems 

Gulfport MS Police 
Roger Gibson 
228-868-5968 
rkgibson@gulfport-ms.gov 
80 systems 
 

Harris County Sheriff (Texas) 
Chris Gore 
281-291-2144 
chris.gore@sheriff.hctx.net 
165 systems 

Yellowstone County Sheriff (Montana) 
Bill Coberly 
406-256-2753 
bcoberly@co.yellowstone.mt.gov 
36 systems 
 

Travis County Sheriff (Texas) 
Chris Nowlin 
512-845-0773 
chris.nowlin@co.travis.tx.us 
184 systems 

Clackamas County Sheriff (Oregon) 
Sgt. Dave Northcraft 
503-557-5817 
davenor@co.clackamas.or.us 
15 of 200 in fleet 
 

Lafayette PD (Louisiana) 
Steve Bergeron 
337-291-8641 
sbergeron@lafayettegov.net 
72 systems 

Glendale, Arizona PD 
Cy Otsuka 
623-930-3002 
120 systems 

Louisville Metro PD 
Sandy Sundberg 
502-574-2111 
sandy.sundberg@louisvilleky.gov 
425 systems @ numerous sites 

 

D9. Resumes and References (CSRs) 
Your Requirement: Provide resumes and three references (preferably from the public 
sector) for the primary customer service representative(s). Resume(s) shall include their 
title within the organization, a description of the type of work they would perform, the 
individuals' credentials, background, years of experience and relevant experience, etc. 
References shall include the contact’s name, phone number, email, position, 
organization, and the work which the Offeror performed for the reference. 
 
Our Response: At the time of this submission, resumes for specific personnel that 
provide warranty support / and or technical support at the Panasonic National Service 
Center at Heartland. This center houses both Panasonic’s warranty services, as well 
our Technical Support hotline (800)-LAPTOP5. Specific resumes can be furnished later 
as may be requested. 
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D10. Failure to Deliver or Complete Work Awarded 
Your Requirement: Provide information regarding if your organization ever failed to 
complete any work awarded. 
 
Our Response: Panasonic strives to offer the best in customer service and satisfaction.  
During the completion of this submission an exhaustive records check was not 
available. However, staff currently involved in providing service to the Public Sector is 
not aware of any situation in which Panasonic failed to complete any work awarded.  
We enjoy strong ongoing relationships with our customers and have the best staff and 
resources in the industry to ensure successful implementations.   
 

D11. Information Regarding Litigation, Bankruptcy, 
or Reorganization 
Your Requirement: Provide information regarding if your firm, either presently or in the 
past, has been involved in any litigation, bankruptcy, or reorganization. 
 
Our Response: Panasonic Corporation of North America, of which Panasonic System 
Communications Company of North America is a unit, is a large company engaged in 
multiple lines of business. Like any such company, Panasonic is regularly engaged in 
litigation, both as plaintiff and defendant, in the ordinary course of its business. 
 

Other TP3 Qualifications Considerations 
We have provided representative answers within our proposal derived from our 
designated TP3 resellers. We have not listed representative answers to each question 
from each designated TP3 reseller in the interest of efficiency and clarity of our proposal 
response.  
 
However, we believe that it is important to note that all of our Designated TP3 resellers, 
which include Visual Pro 360, MCT, CDW-G, PCS Mobile, Insight Public Sector, 
AVISPL, and Whitlock, offer comprehensive experience in meeting the needs of Public 
Sector customers and are TP3 resellers in good standing with Panasonic. Specific and 
detailed information with respect to each of our designatedTP3 Reseller’s extended 
qualifications can be provided upon request. 
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Enclosure: Marketing Brochure 
 
A sample Panasonic marketing brochure appears on the following two full pages. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This space intentionally left blank. 
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Enclosure: Future Technologies 
 
Brochures of upcoming Panasonic technologies begin on the following full page. 
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Toughpad Tablet 
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Arbitrator AdvantagePoint 
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Clarifications 
 
Panasonic wishes to discuss with National IPA the following clarifications to National 
IPA Exhibit A – National IPA Response For National Cooperative Contract: 
  
Section 1.5.: Objectives of Cooperative Program 
This RFP is intended to achieve the following objectives regarding availability through 
National IPA’s cooperative program: 
 

A. Provide a comprehensive competitively solicited and awarded national 
agreement offering the Products covered by this solicitation to Participating 
Public Agencies; 

B. Establish the Master Agreement as the Supplier’s primary go to market strategy 
to Public Agencies nationwide; 

C. Achieve cost savings for Supplier and Public Agencies through a single 
solicitation process that will reduce the Supplier’s need to respond to multiple 
solicitations; 

D. Combine the aggregate purchasing volumes of Participating Public Agencies to 
achieve cost effective pricing. 

 
Our Response: The National IPA contract has been a focus for us for the past five 
years and our reseller partners value the contract.  We currently promote National IPA 
across the country, however in some States there is a State or other mandatory 
contract, like State of Texas, that may preclude us from promoting in that state, or that 
specific agencies must use for all procurements by law or regulation that we cannot 
circumvent.  
 
Section 3.3.:  Marketing and Sales 
A. Provide a detailed ninety-day plan beginning from award date of the Master 
Agreement describing the strategy to immediately implement the Master Agreement as 
your company’s primary go to market strategy for Public Agencies to your teams 
nationwide, to include, but not limited to: 
 

i. Executive leadership endorsement and sponsorship of the award as the public 
sector go-to-market strategy within first 10 days 

ii. Training and education of your national sales force with participation from the 
executive leadership of your company, along with the National IPA team within 
first 90 days 

 
B. Provide a detailed ninety-day plan beginning from award date of the Master 
Agreement describing the strategy to market the Master Agreement to current 
Participating Public Agencies, existing Pubic Agency customers of Supplier, as well as 
to prospective Public Agencies nationwide immediately upon award, to include, but not 
limited to: 
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i. Creation and distribution of a co-branded press release to trade publications 
within first 10 days 

ii. Announcement, contract details and contact information published on the 
company website within first 30 days 

iii. Design, publication and distribution of co-branded marketing materials within first 
90 days 

iv. Commitment to attendance and participation with National IPA at national (i.e. 
NIGP Annual Forum, NPI Conference, etc.), regional (i.e. Regional NIGP 
Chapter Meetings, etc.) and supplier-specific trade shows, conferences and 
meetings throughout the term of the Master Agreement 

v. Commitment to attend, exhibit and participate at the NIGP Annual Forum in an 
area reserved by National IPA for partner suppliers. Booth space will be 
purchased and staffed by your company. In addition, you commit to provide 
reasonable assistance to the overall promotion and marketing efforts for the 
NIGP Annual Forum, as directed by National IPA. 

vi. Design and publication of national and regional advertising in trade publications 
throughout the term of the Master Agreement 

vii. Ongoing marketing and promotion of the Master Agreement throughout its term 
(case studies, collateral pieces, presentations, etc.) 

viii. Dedicated National IPA internet web-based homepage with: 
 National IPA standard logo; 
 Copy of original Request for Proposal; 
 Copy of contract and amendments between Principal Procurement Agency 

and Supplier; 
 Summary of Products and pricing; 
 Marketing Materials 
 Electronic link to National IPA’s online registration page; 
 A dedicated toll free number and email address for National IPA 

 
Our Response: As mentioned previously, we have and will continue to promote the 
National IPA contract first, and will ensure our Sales team is trained and focused on the 
contract. However, we cannot ensure that each and every piece of sales material from 
Panasonic has National IPA on it, as not all “sales” literature is specifically designed as 
“sales literature.” Some messages are designed to promote specific technologies or the 
Panasonic brand in the form of pre-sales educational literature that is not necessarily 
targeted to procurement decision-makers. 
 
Section 3.3.M.: Provide the Contract Sales (as defined in Section 10 of the National 
Intergovernmental Purchasing Alliance Company Administration Agreement) that your 
company will guarantee each year under the Master Agreement for the initial three 
years of the Master Agreement. 
 

$_______.00 in year one 
$_______.00 in year two 
$_______.00 in year three 
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Our Response: Panasonic is not opposed to providing guarantees for sales for the 
contract. However, we would like the opportunity to discuss appropriate guarantees with 
National IPA in advance as there are a number of significant concerns with respect to 
Government financing that have developed since the original contract. These issues are 
entirely beyond the control of Panasonic and National IPA, and in the absence of 
sufficient allocated funds within government budgets at all levels, or in the situation 
where technology investments are frozen to accommodate budget constraints, it could 
present a situation where meeting overly optimistic forecasts becomes impossible. 
Additionally, it is important to note that acquisitions made to new customers acquired for 
National IPA under the existing contract cannot be used as a reliable measure of future 
performance as these customers have already made their initial large outlays, and 
revenue derived from these accounts is likely to be representative of that for minor 
refreshes and accessories.   
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