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	Merial National Sales Incentive/Rewards Solutions Request for Proposal (" RFP")
	

	
	
	
	

	November 5 , 2012
	
	
	

	
	
	
	

	Company Information

	1. Please provide your company information below: (Please indicate any affiliates or parent companies.)
	 
	Enter Data
	 

	Company Name
	 
	Maritz Motivation Solutions

	Address
	 
	1400 South Highway Drive, Fenton, MO 63099 

	# of Permanent Employees
	
	644

	Gross Billings  for past 3 years (2009, 2010,2011)
	2009 - $403,615,167 

2010 – $307,073,864   
2011 – $315,106,392 

	2. Please provide your Name, Title, and Contact information in the space provided below.
	 
	Enter Data
	 

	Contact Name: 
	 
	Steve Cox 

	Title:
	 
	Strategic Account Executive 

	Email:
	 
	Steve.cox@maritz.com

	Phone:
	215-300-7996

	Fax:
	636-827-5205 

	
	
	
	

	3. List all physical offices globally (City/State/Country) and indicate Company Headquarters and which office(s) could support Merial.

	 1375 North Highway Drive , Fenton, MO 63099 – Company Headquarters 

( Will Support Merial)
	 
	1815 South Meyers Road, Suite 600, Oakbrook Terrace, IL 60181 

	 1000 Town Center, Suite 1200, Southfield, MI 48075
	 
	Centennial Lakes, 7701 France Avenue South, Suite 300 

Minneapolis, MN 55435 

	 20285 South Western Avenue, Torrance, CA 90501
	 
	17 Columbia Street, Swampscott, MA 01907 

	 1740 Indian Wood Circle, Maumee, OH 43537
	Ontario, Canada 6900 Maritz Drive, Mississauga,

Ontario L5W 1L8 Canada

	 1777 Botelho Drive, Suite #375, Walnut Creek, CA 94596
	Toronto, Canada  Bloor St E Toronto, ON M4X 1L7 Canada

 

	 1735 Market Street, 4th Floor, Philadelphia, PA, 19103
	 
	 

	4. How many consecutive years has your company been in business?

	Maritz has been supporting reward and incentive programs for over 118 years
  

 

	
	
	
	

	5. Is your company publicly or privately held?

	Maritz is a privately held company owned by Stephen W. Maritz.

 



	
	
	
	

	6. Please provide your Dunn & Bradstreet number.

	 00-696-7921

	7. Please provide the company, name and contact of three (3) references Merial can contact that you provide similar services to in this RFP. ( Please include one you no longer provide services)

	Company
	 
	HON
	 

	Contact Name:
	 
	Chris Bermel, Business Development Manager 

	Email:
	 
	Client has asked to schedule this call through Maritz.  Please let us know when you would like to have a conversation and we can schedule time with the client. 

 

	Phone:
	  ---------------------------------------------------
	 

	Company
	 
	 AT&T
	 

	Contact Name:
	 
	 Sandy Fenili, Director – GBS Sales Operations

 

	Email:
	 
	 Not available
	 

	Phone:
	 314-505-1514


	 

	Company
	 
	Merck (retired business)
	 

	Contact Name:
	 
	 Jeff Geller, VP, Global Compensation & Benefits

 

	Email:
	 
	 
	 

	Phone:
	 908-423-4251
	 

	8. With regard to supplier diversity would your company be considered either a small or a disadvantaged business?

	 No
	 
	 
	 

	9. Please supply your SBA (Small Business Administration) classification category.
	 
	 
	 

	Not applicable.

	10. Please indicate the type of minority business your company is registered under.

	 Maritz is not a minority-owned business; however, it is our company-wide policy to offer minority businesses an opportunity to compete on an equal basis with all others who seek to do business with us. Because these businesses have traditionally been underutilized in the normal procurement process, our company assists in identifying, qualifying, developing and strengthening minority businesses as viable, competitive potential suppliers.  
We also work with our sister company, Impact Dimensions, LLC. for much of our custom merchandise.  They are a Tier 1 Diversity Supplier.  They have been recognized for Latin American Leadership.  They qualify diversity requirements.   They are a certified Minority Business Enterprise in:
·  Pennsylvania, Delaware, and New Jersey

·  Reciprocal Certification in Missouri

·  Applying for National Certification

They support other diversity vendors.

	 
	 
	 

	
	
	
	

	11. Is there any outstanding legal action against your company or partnering company(s)? If so please explain.

	 No

	 
	 
	 

	12. Does your company have any third-party relationships/alliances? If yes, please describe.
	
	
	

	 
No, Maritz will support all aspects of this project.


	
	
	

	13. Are there any acquisitions or mergers anticipated or pending with your company? If so, please describe.
	
	
	

	No
	
	
	

	14. Please list your top 5 clients you provide similar services as outlined in this RFP.(Provide company name by percentage of total revenues for 2011: (Please list the percentage of business by company)
	
	
	

	1 General Motors  - Channel – 13.5%, Business by company – 2.4%

2 Hewlett Packard -  Channel – 12.9%, Business by company – 2.3%

3 Honda – Channel – 12.4%, Business by company – 2.2%
4 Animal Products Company* – Business by company- 1.9%
5 Toyota – Channel – 10.8%, Business by company – 1.9%

6 Cisco -  Channel – 10.5%, Business by company – 1.9%
 *Client has asked that we not publicly disclose their name in RFP responses.  Additional information can be provided if requested.
 

 

	Company Capabilities

	15. How many years has your company been providers of  incentive/rewards program solutions?


Maritz has been providing rewards and incentives for over 118 years.  
	16. Please provide all certifications and license in place to effectively and efficiently deliver rewards solutions? (Visa, MC, AMEX certifications, ISO, PCI, etc.)

	
	Maritz takes great pride in the quality of our products and services in order to exceed our clients’ satisfaction.  This level of quality and satisfaction has been achieved through our dedicated focus on operational excellence and continuous improvement.  We leverage the strength of our corporate entity and sister companies to implement best practices and continual improvement/quality methodologies.  
We have established processes to be in compliance with PCI, SAS70, HIPPA, and other regulations in the markets where we serve. Maritz Infrastructure Technology group is ISO 9001:2001 certified and is focused on protecting the information assets of our customers.  As a service provider to our customers, we believe that managing your program is also managing your reputation.  Maritz is committed to providing the highest level of service and protection in the industry.

Six Sigma - We utilize Six Sigma methodology as one of our preferred approaches for process improvement.  Maritz has an established, in-house yellow/green belt training curriculum for Six Sigma (DMAIC methodology) and utilizes third-party providers for more advanced training.  Maritz also partners with our clients in joint Six Sigma process improvement teams and performance scorecard program supporting client/vendor end-to-end process improvement opportunities.

Quality Management System – Several Maritz Businesses and corporate shared services groups have established Quality Management Systems, which are currently being expanded throughout the enterprise.  The Loyalty & Motivation business and The Maritz Global Technology Services (MGTS), technology infrastructure group that supports the business have both implemented a Quality Management System.  The goals of our Quality Management Systems are to:  

         o Document and conform to well-defined processes 

         o Continuously improve processes

         o Reduce waste/inefficiencies and stream-line processes

         o Establish improvements in key performance indicators (KPIs) and service levels

         o Meet all applicable ISO standards

Enterprise Project Management – This initiative is shared across all Maritz Businesses and dedicated to implementing leading practices based on The Project Management Institute (PMI®), Body of Knowledge (PMBOK®).  The goals for this initiative are: 

· Develop a consistent, flexible, and scalable PM framework that can be used throughout Maritz, using a cross-functional team that has the following objectives:

          o Improve overall success of a project, satisfying client/sponsor expectations the first time

          o Improve overall project communications

          o Better define roles, accountabilities, and deliverables for people involved in Project Teams

          o Build a training curriculum and a core of certified project managers to

          o Integrate the PM discipline into Maritz processes

          o Establish a compliance policy and process

Maritz currently has approximately 34 PMP Certified Project Managers across the company.  Maritz also has 11 CRP Certified Recognition Professionals through RPI across the company.  At Maritz, we have established policies and procedures that comply with the industry/markets where we serve as well as protect our clients.  Servicing the automotive, financial, pharmaceutical, technology and telecommunications sectors, we are aware of the importance of regulatory and security compliance issues faced by our Fortune 500 clients.  We have more than 700 IT professionals who service our customers and their in-house hosted applications.
	
	17. Please provide describe all security measures you have in place to safeguard intellectual and proprietary information? (Include document storage, encryption, retention and disaster recovery plans in place.)

	
	The Maritz Information Security Program is built upon ISO 27001, ISO 27005 and PCI (Payment Card Industry) Security Standards. A primary objective of the Program is to comply with and provide protection for information associated with the following federal Acts (as well as individual state laws): Sarbanes-Oxley, Gramm-Leach-Bliley, and Health Insurance Portability and Accountability.  Our privacy and security documents are included as attachments.   Our disaster recovery  programs are based on client requirements.  Current disaster recovery programs can utilize a Maritz owned data center located in Maumee, Ohio where equipment is maintained in a "ready standby" mode or agreements with SunGard Recovery Services to provide recovery hardware and other network services that will be activated at the time of disaster.
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	18. Please describe your prepaid debit card issuance processes? Please specify all privileges provided and what services you extend to your customers?

	
	A participant redeems for a pre-paid debit card through the award website.  Once the card is redeemed, Maritz sends a redemption file to  our sister company, InteliSpend Prepaid Solutions, for card creation and deposit.  Depending on the card type, account holders may be asked to activate their card before use.  Once the points are deposited on the card a card packet, carrier letter, and merchant list is sent to the participant.  

The card can be redeemed at  over 150 retail merchants in store, online, and through catalog and can be used in conjunction with retail sales and discounts providing ultimate value to the participant.  In addition, the participant has access to lost and stolen card protection, 24/7 customer service, online access to merchants, point balances and activity summaries.  
	
					
					
	19.  At what frequency are you capable of loading reward dollars onto new and reloadable prepaid cards? Please describe any restrictions on funds availability.

	
	Point files and loads are performed daily and all points must be pre-paid before being posted to cards. 

	
					
	20. Briefly describe your capabilities of receiving data file transmission, reconciliation process and card issuance processes from the point of file transfer to card issuance,  dollar loading/reloading,  bank reconciliation, confirmation and reporting.  Please provide in a separate document your file layout requirements to coordinate the file transfer of data to/from Merial’s data warehouse.  Include the type of data security used in transmission of the files. (Encryption, SSH File transfer protocol, etc.)

	
	For the pre-paid card options, participants can redeem for their card on the award website.  If a card only solution is required, Maritz has the ability to receive files in character delimited or fixed length formats as well as Excel spread sheets.  Files may be sent via SFTP to a ID and password protected folder location specifically created for Merial.  Data received is loaded and various elements are validated (codes provided by Maritz, name and address formats and content, other data format elements).  Errors are returned to the Maritz project staff assigned to your program for correction or return Merial.  File totals (both number of records and amount of points) are validated by project staff once loaded into the point banking interface.  Once balanced, the file is approved for release and a Maritz Financial representative releases the file for processing.  Invoicing to Merial is triggered from this process.  Once paid, the individual record data is interfaced to InteliSpend Prepaid Solutions for posting to cards.  Daily balancing between Maritz and InteliSpend Prepaid Solutions is performed by Maritz financial staff.
A similar process is followed if points are deposited into an individual’s point bank account as part of the Merial program.  If points are awarded directly from the technology platform the deposits are made in real time to the individual’s account.  For bulk point upload, Merial would provide the required information in the agreed upon template.  Once the file is received by Maritz the typical turnaround time for points to reach individual accounts is 2-5 business days.  This process is identical to the process being followed today for the Sanofi US Sales program and soon to be launched all employee recognition program.

A sample template is attached for your reference.  
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	21.  Merial National Accounts anticipates launching a new customized rewards platform effective January 1, 2011. Please indicate any concerns, restrictions or program changes that might need addressing to fully assess a successful implementation of this program from end to end. Please attach a detailed timeline for implementation with deliverables.

	
	 Maritz will support Merial in reaching their deadline for launching the program on Feb 1st.  The total time anticipated to support all requirements outlined in this program is 6-8 weeks.  We will define all requirements in the working session and set priorities.   A sample timeline is attached for your reference. 
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	22.  Please provide your team structure that would be assigned to support Merial to implement and manage the program effectively?  Do you provide any self- serve offerings?  If so, please describe.

	
	 Steve Cox is responsible for the overall relationship between the Sanofi organization and Maritz.  Steve worked directly in the pharmaceutical industry for 17 years prior to joining Maritz in 2007.  Steve enjoyed a successful 10 year career within the Merck organization having most recently held the role of Senior Director in the US Sales Training.  Additionally, Steve spent 7 years with Abbott Laboratories in various sales, sales management and managed care roles.  His time in the industry has allowed him to develop a deep understanding of the pharmaceutical market and internal operations.  Steve brings exceptional organizational awareness and perspective to the Maritz team which allows us to more effectively understand your needs and to align our solutions with your organization’s key business needs.  Steve is not afraid to challenge our internal team on the operational business and he is eager to share new ideas and perspectives with clients on an ongoing basis.

At launch the ability to quickly and effectively develop a strong working relationship with Merial on the day to day operations of the program is of the utmost importance.  Shirley Wallace, Program Manager , currently supports the Sanofi organization and  brings an incredible energy and ability to this team.  She will be responsible for launching, administering, and managing this process day to day. 
Our account team structure employs a balance of dedicated and shared resources, which may evolve during the lifecycle of your program as your objectives, needs and requirements shift. During the launch phase, dedicated, full time solution leads and functional team-members are assigned and report directly to David Adam. Initiative related specialist resources will be determined and called upon as necessary. This would include information technology specialists and any required management resources for your solution.

In addition, the platform offers a variety of self-administrative rights that can be administered by Merial.  These permissions include:

· Content Management- Manage content of designated site pages

· Participant Maintenance and Batch Enrollment- Add or maintain participant enrollment data via individual record updates or upload of a standard file with new/updated enrollment records.  Optionally, Maritz can establish and manage enrollment file processing via FTP procedures or other Maritz-managed file handling.

· Budget Addition/Maintenance- Add new and/or maintain current budgets which are designated for programs, groups/departments or individuals. Also, assign permission to individuals or groups to view budget detail reporting. Allows adds/updates via file upload as well. 

· Program Addition/Maintenance-Add new and/or maintain current recognition and reward programs. The tool allows administrators to configure and define a recognition program by name, effective from and through dates, group and/or individuals that are eligible to give and to receive, recognition criteria, e card/certificate choices, awards, budgets, approvals required and email notifications desired. The use of justification comments and/or stock phrases are enabled by program

· Standard, email communication notifications upon approved recognition

· Recognition Upload- Upload bulk recognitions via a standard csv file.  Adheres to check and notifications as if processed through the Give Recognition wizard except that any approval requirements are overridden.  All uploaded recognitions are auto-approved.

· Recognition Reversal- Reverse approved recognitions.  This will effectively remove a completely processed recognition from client/participant facing reports and will generate an offsetting issuance if awards were part of the reversed recognition.

· Email Blast Configuration and Send-Configure a new email or reuse an existing template, indicate to whom the email should be sent 

· Survey Configuration and Results- Configure survey(s) (up to 10 questions with 5 answers each) and determine who can access/take each survey (all participants, select program groups, or recipients identified via upload file).  Allows download of survey results via .pdf and .csv.  Note:  more extensive survey or test configuration needs are handled by Maritz Administrators only.

Maritz typically administers all aspects of the program for our clients, but can support Merial in administering this as well.  
	

	
	
	
	

	23.  What is your average turnaround time for setting up and launching incentives programs on our website?

	Once the program website and database are configured, promotions, contests, incentives can be added in as little as a couple of hours depending on complexity of the program.  In most cases we like to allow 2 -3 days to set up a new program and a week to launch new creative and content.  Maritz will help Merial to determine a full communication plan and can also support program rules, rewards, and promotion development.   All incentive programs can be permissioned and housed on the website to create a consistent experience for your program participants.  We have attached a sample implementation timeline for your reference, which includes roles, responsibilities, deliverable dates and timing.  
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Technology and program administration make up the functional foundation for any incentive program.  We recommend leveraging our state-of-the-art technology platform currently being utilized by Sanofi to support the program website through a simple, online tool that will allow participants to intuitively enroll, and for administrators to track sales activity, post ranking reports, launch communications, and to manage website content and promote all aspects of the program.  

The technology includes the following features:  

•
Merial National Sales Incentive program website branded with individual segment program themes 

•
Participant enrollment 

•
Database driven with unique logins for each participant 

•
Permissioned content based on roles, titles, geographies, approvals, etc (including the  levels identified by Merial) 

•
Rules calculations 

•
FAQs Content 

•
Robust Reporting 

•
Participant customer service 

•
Complete administration tool 
· Automatic e-mail triggered communications and blast e-mail capabilities for point issuance, goal attainment, approvals, program updates, news, etc.
•
Ranking reports 

•
Ability to add a variety of engagement mechanics, interactive leaderboards,  and quizzes 

•
Flexibility and scalability 

Program Website

Maritz will provide a unique program website and URL for the Merial National Accounts Incentive and Rewards Program.  The site will provide specific pages for each segment of Merial’s program to view.  After participants are enrolled, they will be automatically directed to the program website at login. The site includes a password support function that allows participants to access a forgotten password or reset their password if needed at any time during the program. The website can also support single sign on passing the participant from the client intranet site directly into the program site.  

The program website is simple and easy to navigate.  Site navigation will include:

•
Home Page 

•
Enrollment

•
Program Information

•
Program Rules

•
News

•
Rewards

•
Reports

•
Contact Us 

All of these pages will be customized with specific content relating to each segment.  

Maritz will work with Merial to gather all the necessary information to build the program database and website to support the Incentive Program. Maritz will create a unique program database and upload all participants eligible to enroll in the program. We will segment participant views so each group has unique content and messaging.  We will update the pages as needed to reflect new program themes.  Maritz will create the appropriate hierarchies in the database so, as participants log in, they will be permissioned to their specific view into the program. Merial also has access to the standard rule structures supported by the system and we will craft this structure to meet the specific needs of Merial at the working session.  

Maritz will set up the necessary file feeds and provide Merial with a template to track performance throughout the program. The file feeds will include participant data and sales data.  Maritz will work with Merial to streamline efficiencies by using existing feeds and demographic files currently being developed by Sanofi for all Merial employees participating in the corporate-wide recognition program to be launched in January 2013. Maritz will collect the data and perform calculations for performance against objective to create ranking reports and standings within the program. We can also work with Merial to adapt and configure the program set-up to support any additional program rules or enhancements that may be added to the incentive program. This information will be posted to the website to inform participants and their managers of their status in the program and can also be communicated through e-mail.  

Program Enrollment

Enrollment is a critical component to engaging participants and managers. 

To encourage participation, Maritz will provide Merial with a seamless enrollment process through our technology platform. Maritz will create a single enrollment page to be displayed through the program website URL. Once a participant accesses the site, they will be prompted to register and enter the required data. Once the enrollment data is collected, the system will validate the data and complete the enrollment process. Once the process is completed the participant will be connected to the program home page. Participants will also receive an e-mail confirming their enrollment into the program. Each participant will have access to their profile information and can update their information as needed. The program administrator will also have access to participant information and can add new participants and update information on their behalf.   
Mobile Phone Application

Maritz understands the needs of a mobile workforce and the necessity to have information at your fingertips especially as it relates to driving improved performance.  Since Maritz’ platform is tied to a unique url, the program can be accessed through any internet connection through a mobile device and an optimized view for specific activities and behaviors.  

Points Issuance and Tracking
Points issuance and tracking can be administered in a variety of ways.  
Promotions, Spiffs, and Contest Design

Maritz has designed and formalized rules structures over the past 75 years and can assist Merial in developing and executing a successful incentive strategy that will drive maximum results.  Maritz understands that Merial has set objectives for the Incentive Program, but we are able to assist by leveraging our understandings of what makes people tick, based on the most recent scientific research applied to business during the design process and ongoing to adjust rules and program elements to elicit maximum results.  Some sample designs and structures include:  

Sales Accelerator

· Participants are given objectives to meet such as: 

· % of sales objective achieved for each in-line brand

· % of sales objective for new brand

· Brands can be ranked in order of importance and need for market share

· Once rep hits objective, they earn their award

Qualifiers

· Participants are encouraged to sell both the in–line brands and the new product throughout the promotion
· In order to qualify for the points in the program or the top prize, each individual must achieve x% of the in-line sales in order to qualify for the prize.  

Weighted Earning Program

· Each participant is ranked based on their weighted target for each brand for maintaining or increasing market share overall

Brand

Target Weight

Points

A

40

750

B

20

500

C

20

500

D

20

500

DOUBLE RANKINK

Meet objective for both

EXTRA 1000

Select Your Succe$$ Promotion

· Merial will determine each participant’s three-month base objective and program level by averaging their monthly sales.  New participants with less than six months history – or those with less than the minimum objective – will be assigned a base objective for the promotion period.
· Top geographies with the greatest share increase over their two-month objective will win a reward.
· Then the top geographies in terms of greatest percent increase over their two-month objective will win a reward.
· Participants can either win for absolute market share increase or percent increase.
Contests and Spurts

Hit and Win Objectives

· Each region sets an objective for the participants.  Once the objective is met they earn.  
Break the Bank Promotion (Awards earned for sales until the bank balance is depleted) 
Additional Earning Opportunities

Spin and Win

A game-based approach to a sales contest that provides participants an option to be eligible to play based on set performance metrics.  Once an objective is achieved, the sales professional can log onto the program site and choose a mystery prize.  This approach is designed to resemble wheel of fortune, deal or no deal, what’s behind door number two, etc.  The spin and win concept promotes frequency to keep participants engaged in the contest and program over time and provides engagement and interest to keep achieving for more opportunities to win.  These games could be played intermittently throughout the course of the program to drive engagement and excitement.  

Pyramid 

· Participants complete all actions in the squares of a performance pyramid

· Participants earns awards for completion of each level of the sales opportunity

· Higher level actions earn higher level awards

· Pyramid could be online

Sweepstakes 

Sweepstakes can be designed to offer double earning opportunities. At the end of the program, each validated scorecard will be entered in a special sweepstakes. The more entries you have, the better your opportunity to win.
Self-Service and Administration
Maritz provides access for self-serve program set up and administration.  The functionality includes:

· Content Management- Manage content of designated site pages
· Participant Maintenance and Batch Enrollment- Add or maintain participant enrollment data via individual record updates or upload of a standard file with new/updated enrollment records.  Optionally, Maritz can establish and manage enrollment file processing via FTP procedures or other Maritz-managed file handling.
· Budget Addition/Maintenance- Add new and/or maintain current budgets which are designated for programs, groups/departments or individuals. Also, assign permission to individuals or groups to view budget detail reporting. Allows adds/updates via file upload as well. 
· Program Addition/Maintenance-Add new and/or maintain current recognition and reward programs. The tool allows administrators to configure and define a recognition program by name, effective from and through dates, group and/or individuals that are eligible to give and to receive, recognition criteria, ecard/certificate choices, awards, budgets, approvals required and email notifications desired. The use of justification comments and/or stock phrases are enabled by program
· Standard, email communication notifications upon approved recognition
· Recognition Upload- Upload bulk recognitions via a standard csv file.  Adheres to check and notifications as if processed through the Give Recognition wizard except that any approval requirements are overridden.  All uploaded recognitions are auto-approved.
· Recognition Reversal- Reverse approved recognitions.  This will effectively remove a completely processed recognition from client/participant facing reports and will generate an offsetting issuance if awards were part of the reversed recognition.
· Email Blast Configuration and Send-Configure a new email or reuse an existing template, indicate to whom the email should be sent 
· Survey Configuration and Results- Configure survey(s) (up to 10 questions with 5 answers each) and determine who can access/take each survey (all participants, select program groups, or recipients identified via upload file).  Allows download of survey results via .pdf and .csv.  Note:  more extensive survey or test configuration needs are handled by Maritz Administrators only.

The Maritz platform also provides a unique recognition wizard tool that allows day to day discretionary recognition/incentives through e-cards and personal messages.  These programs can be supported with or without points.  Participants are able to recognize both individuals and teams as set in the program database.  A full reporting tool is also available to track recognitions given and received for management review, drawings, performance evaluations, and more.  Kiosks and printed certificates are recommended for employees without access to computers or the network.  E-cards can also be printed and distributed in person for people without internet access.  
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Sample e-cards include:









	
	
	
	

	24. What is your average turnaround time to process and deliver/ship out rewards redemptions after program ends?

	95% of in stock orders processed and shipped from Maritz warehouse within 72 hours of receipt (not including transit).  All award fulfillments come through our fulfillment system.  60% of our items are fulfilled out of our warehouse and 40% of items are fulfilled directly by the manufacturer.  However 90% of our most popular items are fr
om our warehouse.   Rewards are shipped at the time they are redeemed by the participant.  For Reloadable EY Cards, points are loaded within 24 hours of file receipt.  

	25. Describe how you manage custom merchandise ordering, shipping, returns/exchanges.

	Merial will be provided high quality rewards backed by world class customer service that promote the ultimate choice in reward and recognition for Merial Incentive Program participants. The Maritz rewards collection features the most robust online rewards options, retail options, travel, experiences, custom merchandise, and in kind rewards to suit our clients specific needs.  Our reward and recognition solution is guaranteed to motivate and inspire Merial participants to achieve high levels of performance.   

For the incentive program, we are recommending a points-based approach that allows access to our full online collection.  
For custom merchandise requirements, Maritz works with our sister company, Impact Dimensions, LLC.  We can provide custom rewards merchandise to enhance our core rewards options for clients including:  

· Meeting Essentials
· Branded/Promotional Products
· Awards & Trophies for Recognition, Service Anniversaries, and Thank-You Programs
· Incentive Merchandise 
· On-Line Company Stores
 We will work to define any custom requirements in the working session.  
Reward Options
· Over 300 prestigious and quality brands and nearly 20,000 items across collections including access to high end specialty items that aren’t available to others in the industry.  Bang & Olufsen, iLuv, Bosch, The North Face, Godiva, Paula Deen, All Clad, Ferragamo, Hugo Boss, and many, many others.  We have exclusive agreements with Tiffany, Bose, Harley Davidson, and Direct TV as well.  We include current models and product offerings because we don’t believe that your participants should be awarded last season’s goods.

· A media store with access to millions of CDs, DVDs, books and electronic games – pre-filtered to remove any items not appropriate to be associated with the Merial brand

· Online Travel– one click will put your participants in the driver’s seat to design their own travel experience with access to air travel, hotels, rental cars, cruises, condominiums, resorts, once in a lifetime travel experiences, events, spas, shopping, and tour options 

· Events – tickets to top sporting, concert and theatre events

· “Green” and “Giving Back” and Wellness rewards that appeal to the new trends in social consciousness, wellness and charitable donations

· Gourmet foods and gift baskets 

· Gifts Category with gift wrap/personalized card option

· Experiential Rewards – unique experiences that create a special memory.  The US “Someday I Will” portfolio is an innovative selection of special experiences personalized to the recipient.  Samples include: a trip to the Kentucky Derby, the island of Capri (Italy), Las Vegas, professional soccer camp and travel to talk to a sports great” of your employee’s choice. Your participants will talk with a Personal Concierge to create the experience of their dreams

· Pre-denominated Merchant Debit Card – access to over 150 retailers through in-store, online and catalog purchases in amounts of $25, $50, $75, $100, $250, $500.  
· Merial Rewards Options – Logo items, in kind rewards, etc.  to be determined in the working session. 
· Concierge services available for custom item selection and personal shopping.  
The full US collection and prices can be reviewed at www.awardhq.com.  

Account number 1793682525

Program Administration
Option 1 – Point Bank Accounts

Based on the program rules, program participants will earn points for their performance.  Participants accumulate their points from their programs in a single, individual point bank account and redeem them at any time from the rewards offered through the online website  Maritz recommends 1 point = $1.00 for ultimate transparency to the sales team providing maximum dollar for dollar value for their points.  This eliminates guess work for the participant on the cost of rewards, allows Merial to maximize the organization’s spend on rewards and flexibility on other variable costs necessary to support the ongoing management of the program.  Participants receive a welcome kit with their individual account number and can view points, balances, and redeem for awards through the website.

Option2 - Exclusively Yours® Card  (EY Card)   
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The EY Card option allows for points to be deposited and loaded on a filtered debit card at time of issuance.  Upon initial issuance, the participant will receive a complete card packet including a welcome letter, card, terms and conditions, and merchant list.   The card will be mailed directly to the participant and the participant will have access to 24/7 customer service, point balance inquiries, lost and stolen card protection, and replacement card services.  Utilizing Maritz’ patented filter technology; this multi-merchant debit card rides on Discover Card rails, and provides access to over 150 carefully selected retailers.  The card can be used in store or on-line at any of the participating retailers, and used on the online rewards catalog all of whom have been selected based on their brand, quality and customer service. It provides maximum value by allowing participants to take advantage of all sales, discounts and specials offered at retail while maintaining the trophy value benefit of non-cash awards.  Also, the card can be branded with Merial’s program theme to create a lasting connection to the Rewards Program and Merial.  

The merchant list is attached for your reference.
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Redemption Process
Option 1

To redeem rewards on the website, Merial participants will access the online website which is a fully functional e-commerce site to choose from the above listed rewards.  The participant can navigate through categories or perform a quick search to find a specific item.  Once they select an item, they can view detail about the item.  Once the participant is ready to redeem the item, they simply add it to their shopping cart.   At check out, recipient will verify their ship-to address, and finally choose payment. Participants have an option to use a personal credit card to supplement points balance if they or Merial desire.  Once the order is submitted, the system will check to ensure the participant has enough points to place the order.  If desired, Merial can allow participants to supplement payment of reward items using a personal debit/credit card.  When this option is added to programs the client typically provides participants with the ability to supplement an additional 10-25% beyond the participant’s existing point balance.  Once the payment is confirmed, the participant will receive a confirmation number and can track their shipment.  Participants can also order an item, or access information about the reward through the customer service center.  
Option 2

If using an EY Card, the merchant debit card can be used at the point of sales at over 150 carefully selected retailers.   The EY card swipes just like a credit card, and will be readily accepted at all participating merchants.  This is Merial’s assurance that only quality merchandise and services will be redeemed under their program.  The card can be used in store or on-line and can be combined with all sales, discounts and specials offered at retail while maintaining the trophy value benefit of non-cash awards.  Also, the card can be branded with Merial’s program theme to create a lasting connection to the rewards program.  

Returns

Maritz stands behind its reward selection.  If a participant is dissatisfied for any reason, our Customer Experience Center team stands ready to work with the reward recipient to ensure 100% satisfaction.  

Our 90-day return policy is the best in the industry and shows our commitment to your participants.  Typically, a participant will contact our Customer Experience Center to facilitate the return.  We will issue a return label to the customer or a call tag to bring the merchandise back (for larger awards).  We will then facilitate a replacement order, or issue a credit in points for deposit into the participant’s account.  Point credits are deposited/replacement orders processed the day the return is received at Maritz.  Our website makes it easy for your participants to make returns online as well.  Our goal is to make the return process as easy as possible for your participants thereby fulfilling on our promise of a reward experience characterized by ease, choice and value.
Fulfillment

[image: image12.jpg]



Maritz also understands the need for localization of program deliverables to include not just the awards, but also communications, customer service and program design.  Utilizing our solution partner network, we are able to provide localized support -- in-country or in-region -- as needed to ensure program success. We work with our clients to balance the need for centralized support vs. de-centralized local support.  Our philosophy is to centralize for efficiency and de-centralize for effectiveness.

Maintaining this level of control over the fulfillment of rewards allows us to ensure that each of your people has a Positive, Immediate and Certain reward experience.  

· Branded pack slips and custom sales messaging are available to further personalize the reward experience and link it to the Merial brand 

· Tighter inventory management and forecasting allows us to avoid backorders and bottlenecks

· All back-end customer service is provided by an partner or on-campus Customer Service Center staffed by Maritz employees

· Location management allows us to accurately and efficiently locate and communicate the order’s status

· If a category of rewards is returned, ie:  a set of cookware,  we review first hand why awards are being returned and work with the buyers/Merial to improve or sub out accordingly.  NOTE: Return rate is currently less than 1%

Customer Service

Maritz customer service is built on the philosophy that your employees are more than participants -- they are winners.  This “white glove” approach is demonstrated in every contact we have with your participants.
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Maritz’ in-house Customer Experience departments are anchored by experienced representatives.  Our combined average tenure is over six years, with many employees having an average of 10 years of experience in the Customer Experience Center.  This experience allows Maritz to handle over 75% of all issues on the first contact.   Our order entry system gives our representatives the ability to look up information that is important to your employees such as, item availability, replenishment dates and detailed product data for rewards.  They can also answer program specific questions.   Our systems and processes allow us to keep a full synopsis of all program information, so we can service participants efficiently and completely.  Maritz provides toll-free numbers and a “Contact Us” feature on the award websites.   

Below are some additional facts about our US Customer Experience Center:

· Customer service center has over 300 seats with room for growth as our partnership expands.

· Hours of operation are 7:00 AM to 7:00 PM Central Standard Time, Monday – Friday

· We provide customer service for over 300 award programs



	
	
	
	

	26. What standard reporting would you be willing to provide to support this program?  Please list type and a sample of the reports available and any custom reporting you provide?

	Tracking and measurement are critical to program success and can provide insight into ROI based on sales performance. The website provides a robust online reporting tool to track the success of the non-cash incentive program through the program website. The reporting tools allow the users to navigate the web site and view reports based on their role and established permissions in the organization hierarchy as defined in the database. We will work with Merial to set these permissions in the working session. 

The reports include: 

· Enrollment Report 

· Personal Earnings Report 

· Recognitions Given 

· Recognitions Received 

· Criteria Trend Report 

· Standings/Ranking Report 

· Budget Tracking Report

· Interactive Manager Dashboard

· Interactive Individual Dashboard

· Interactive Budget Dashboard

· Ad hoc reports (to be defined in working session) 

On-going Web Trends report is also available to track activity on the website and usage. We want to drive participants to the website and can use the Web Trends report to shape communications and messaging to encourage participants to visit the website frequently and drive engagement in the program.  

Maritz will provide Merial an award issuance tax output file.  We can provide these reports to Merial as needed and they can be requested through the Maritz Program Manager or produced on a regularly scheduled basis.  


Maritz can also support ad hoc reporting requests as defined by Merial. We will define all required reports in the working session. 
Sample reports are attached for your reference.
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	27.  What analytics, data insight offerings do you provide for your clients?  Please standard offerings and list options (e.i. geographical maps, tables, charts, etc.) 

	Maritz will work with Merial through scheduled Strategic Business Reviews to deliver critical strategic planning and management insights and discussions.  Maritz Motivation Solutions recommends Strategic Business Reviews for all motivation programs.  The Maritz team of analysts can monitor and evaluate the success of the overall program strategy through the review. Strategic Business Reviews include:

· Formal strategic alignment and goal setting

· Evaluation of the performance of your program relative to company targets as well as industry benchmarks

· Market/industry assessments and recommendations

· A formal process of identifying the best steps for enhancing the program’s value to your company and your participants
Maritz will provide interpretation of all the above listed standard reports and provide insights on program enhancements and deliverables.  We can also engage our analysts to provide enhanced analytics as discussed in question 32. 


	28. Are you capable of meeting program requirements as outlined in the RFP Attachments, A & D.   Please respond yes or no and list any deviations which might impact your RFP responses and ability to deliver without exception.

	Yes.    Maritz can support all elements outlined within the RFP and attachments A.  It is our understanding that attachment D will be provided after the RFP is submitted.  Informed Design, Enabling Technology and Operational Excellence make up the functional foundation for the Incentive Program at Merial.  Merial will operate with a state-of-the-art technology platform that serves as a program information hub for all brand teams, sales teams and business units.   The platform will also support the development and execution of business drivers at the territory/account level with the ability for management to review, modify, approve and manage ongoing updates along with the ability to measure progress against objectives Merial’s platform will also support ongoing contests, challenges, discretionary budgeting, and the incorporation of other rule structures to drive sales and engagement across the organization.  Maritz can support the harmonization and or consolidation of any number of programs including the 139 programs currently operating, if so desired. The program website serves as a sophisticated yet simple, online tool that will allow participants to intuitively enroll, track sales activity, and redeem rewards specific to the sales programs and contests they are eligible to participate in.  The technology also supports ranking reports, ongoing communications, and an administration tool to manage website content and administer all aspects of the program.  
Elements of this program will launch by February 1, 2013.  A phased launch will most accurately support the strategic plan for this program.  
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	29. Briefly describe your capabilities and requirements/terms for handling card escheatment, unused balances for this program and 1099’s?  (Include tax reporting, etc. and include an example of your current tax reporting) 

	Maritz can support a reloadable card option for Merial and has provided an overview of our recommendations and capabilities to support this option in question 25.  Maritz may provide Merial with a data file containing all point issuance along with card holder name and address in order for Merial to generate 1099’s.   Alternatively, Maritz may also generate and mail actual 1099’s on behalf of Merial if contracted to do so.  All income tax reporting is based on ISSUANCE of points, not usage or redemption of points.
One of the major advantages of the reward card products sold by our sister company, InteliSpend is that the issuer of the card is the ultimate obligor of the funds and takes responsibility for complying with all state and federal laws relating to such funds, including state unclaimed property laws.  Furthermore, InteliSpend’s standard Card Order Agreement includes language requiring InteliSpend to abide by applicable laws, including unclaimed property laws, and offers indemnification to our clients for any claims arising from our breach of the Card Order Agreement.
In order to ensure that our card products are compliant with all applicable federal, state, provincial and local laws and regulations, InteliSpend's legal department keeps a close eye on legislation and regulations impacting its industry by monitoring a wide range of legal updates and services, including Lexology and Mondaq legal alerts, PMA legal newsletters, Digital Transactions News, PayBefore.com's legal updates, NPBCA (National Branded Prepaid Card Association) government updates, and various other miscellaneous legal bulletins.  In addition, InteliSpend's legal team and management are involved in industry groups, including PayBefore and NBPCA.  All members of InteliSpend's legal team are involved in the NBPCA Government Relations Working Group, as well as various other NBPCA sub-committees.



	
	
	
	

	30. What is your funds management process and requirements?

	
	
	
	

	All points loaded onto a card product (EY Reloadable Option) must be pre-funded.  Maritz may invoice on a per-issuance basis whereby the payment is exactly equal to the face value of each issuance file along with any applicable fees, or, an escrow account may be created and prefunded by Merial for funding drawdown as issuances occur.  Drawdown escrow accounts are generally established if the client wishes to expedite each issuance file and not wait for the invoice/payment process to occur.  Project funds reconciliation is performed at program end to validate all payments received against all issuance given.

	31.  Please list your service level commitment and guarantees for administering this program.

	Service Level Agreements are established at the account team level and are defined collaboratively in the working session.

Maritz measures SLAs in our rewards customer service center and for reward fulfillment accuracy.
Customer Service

· E-mail inquiries receive confirmation receipt and within 8 hours

· Inquiries resolved within 48 hours

· 80% of calls answered within 30 seconds

· <5% abandon rate

· If a participant is dissatisfied for any reason, our customer experience center team stands ready to work with the reward recipient to ensure 100% satisfaction
Reward Fulfillment

· For Rewards shipments, shipping accuracy is 99.9997%

· Fulfillment accuracy rate of 99%, well over the reward industry standard of 98.5%.

Quality Assurance
Maritz takes great pride in the quality our products and services in order to exceed our clients’ satisfaction.  This level of quality and satisfaction has been achieved through our dedicated focus on operational excellence and continuous improvement.  We leverage the strength of our corporate entity and sister companies to implement best practices and continual improvement/quality methodologies.  The following highlight several of these enterprise wide initiatives:  

Six Sigma - We utilize Six Sigma methodologies as one of our preferred approaches for process improvement.  Maritz has established, in-house yellow/green belt training curriculum for Six Sigma (DMAIC methodology) and utilizes third-party providers for more advanced training.  Maritz also partners with our clients in joint Six Sigma process improvement teams and performance scorecard program supporting client/vendor end-to-end process improvement opportunities.

Quality Management System – Several Maritz Businesses and corporate shared services groups have established Quality Management Systems, which are currently being expanded throughout the enterprise.  The Loyalty & Motivation business and The Maritz Global Technology Services (MGTS), technology infrastructure group that supports the business have both implemented a Quality Management System.  The goals of our Quality Management Systems are to:  

· Document and conform to well-defined processes 

· Continuously improve processes

· Reduce waste/inefficiencies and stream-line processes

· Establish improvements in key performance indicators (KPIs) and service levels

· Meet all applicable ISO standards

MGTS and other businesses within the Maritz structure have obtained and maintained ISO registration of their QMS.  The Loyalty and Motivation business is making progress toward this certification.

Enterprise Project Management – This initiative is shared across all Maritz Businesses and dedicated to implementing leading practices based on The Project Management Institute (PMI®), Body of Knowledge (PMBOK®).  The goals for this initiative are: 

· Develop a consistent, flexible, and scalable PM framework that can be used throughout Maritz, using a cross-functional team that has the following objectives:

· Improve overall success of a project, satisfying client/sponsor expectations the first time

· Improve overall project communications

· Better define roles, accountabilities, and deliverables for people involved in Project Teams

· Build a training curriculum and a core of certified project managers to integrate the PM discipline into Maritz processes

· Establish a compliance policy and process

Maritz currently has approximately 34 PMP Certified Project Managers across the company.  Maritz also has 11 CRP Certified Recognition Professionals through RPI across the company.  At Maritz, we have established policies and procedures that comply with the industry/markets where we serve as well as protect our clients.  Servicing the automotive, financial, pharmaceutical, technology and telecommunications sectors, we are aware of the importance of regulatory and security compliance issues faced by our Fortune 500 clients.  We have more than 700 IT professionals who service our customers and their in-house hosted applications.  We have established processes to be in compliance with PCI, SAS70, HIPPA, and other regulations in the markets where we serve. Maritz Infrastructure Technology group is ISO 9001:2001 certified and is focused on protecting the information assets of our customers.  As a service provider to our customers, we believe that managing your program is also managing your reputation.  Maritz is committed to providing the highest level of service and protection in the industry.



	32. Briefly describe any additional offerings or capabilities you believe would improve or enhance the current Merial National Accounts Rewards Programs for ROI effectiveness and cost efficiencies considering the current scope of the program today.

	Incentive Strategy and Design
	
	
	

	With today’s new normal for sales and channel organizations, it takes a deep bench of both stars and core performers to make a winning team.  Motivating each sales professional to be their best is required for success.  A non-cash incentive program – grounded in incremental improvement – is the most effective way to achieve broad and sustained motivation across the sales force. 
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Our emphasis in helping Merial achieve the highest level of success for each brand will:  

1. Optimize top performer programs: Many top performer programs are designed without formally understanding what motivates and retains this core group. A more effective model incorporates feedback from the people that are likely to be rewarded. By integrating employee research into top performer programs, organizations have the opportunity to provide appropriate recognition programs that retain key players.

2. Create motivation for the core and new hires: More than 3⁄4 of participants are not motivated by top performer programs because they don’t perceive an opportunity to win.  To maximize performance for the core and new hires, sales organizations must offer an incentive program that creates opportunities for everyone who demonstrates improvement to earn meaningful rewards. 

Beyond compensation and commissions, non-cash reward and recognition programs hold the power to increase the discretionary effort of each individual within a sales organization. A top performer program is an investment which provides a strong and effective retention strategy for the best sales professionals. A program designed to motivate the core can create a more potent performance lift throughout the sales force – often covering the cost of both activities.
Maritz delivers predictive design modeling by way of an Insight-Guided Design Study and program assessments through Strategic Business Reviews.  Insight Services leads research and analysis to understand the most effective strategies and tactics for influencing human behavior and attitudes, and links this analysis to financial performance outcomes for our clients.  The team is staffed with experienced individuals educated in the fields of business, marketing, finance, economics, and statistics.   

 
Advanced Analytics

Maritz applies the rigor of a science and evidence based approach to inform design of our client’s program.  The Insight Services team understands that the strongest program design leverages participant research, segmentation, and predictive modeling to achieve optimal business results. We work with our clients to define program objectives and identify existing and new data sources to support an Insight-Guided Design Study effort which includes:
· Statistical analysis (Correlation and Key Influencer analysis) to identify those metrics and behaviors which are most influential in driving the desired outcome (includes attitudinal data, core value data, and behavioral and performance data)

· Segmentation analysis to target, reward, and communicate to the right people in your program, creating an ideal and impactful participant experience

· Predictive modeling to test the potential financial impact of the program

· Design modeling to pull together the findings of the statistical and segmentation analysis, and apply those in testing various program rules (i.e. sensitivity analysis) and establishing reward amounts (i.e. cost-benefit analysis)

Once a program launches, Insight Services will monitor and evaluate the success of the overall program strategy, leveraging our Measurement Model to ensure program engagement can be tied to business impact throughout the program lifecycle. Findings and recommendations are delivered during Strategic Business Reviews, which include:
· Formal strategic alignment and goal-setting

· Evaluation of the performance of the program relative to company targets as well as industry benchmarks

· Market/industry assessments and recommendations

· Consistent process to identify the best steps for enhancing the program’s value to your company and your people

An additional tool that is available to maximize the effectiveness of motivation and rewards it Motivation Insights.  The insight tool is a survey based tool that is choice-based conjoint design.  It assembles profiles based on employee segments through preferences & demographics.  It also reveals point sensitivity and appeal of rewards.  This tool can help aid in the design of a reward and recognition program based on employee preferences and feedback.
Optional Team–Based Incentives or Top Performer Options

Run Through the Warehouse

A unique and rewarding opportunity to recognize top performers and inspire new levels of achievement can be realized through the Maritz Run through the Warehouse event. The winners travel to the Maritz rewards warehouse in Las Vegas or St. Louis.  Maritz can tailor the experience to fit the specific personality and needs of the Merial.
Maritz recently managed a RTTW programs in Las Vegas. The overall experience was rated 9.9 out of 10 from.  This is the highest customer satisfaction rating we have ever received.  

Merchandise Packages

Merchandise packages are another option for top sales performer rewards.  These packages promote choice, which make the award more meaningful and memorable.  They will capture the attention of sales professionals and remind them of their accomplishments which will help motivate them and inspire them as they continue to drive sales for the organization.  The packages are designed to fit this program’s budget and could be set at any amount but are typically $500 and up.  We bundle the pricing of these packages to include all shipping, handling, and taxes.  The merchandise packages are selected by Maritz expert buying staff.  Maritz buyers are 100% dedicated to studying trends, demographics, and psychographics, past redemption patterns, and focus group results to recommend the right mix of rewards for Merials’s top performers. Maritz recommends the very best rewards collection – cutting-edge electronics, trend-setting jewelry and giftware, fitness and leisure, fashion, and home furnishings to make these packages desirable.   
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Engagement Tools and Social Networking 

Program participants generally like to know they’re doing well, achieving milestones and being acknowledged for their ongoing performance.  And in today’s world of social networking this is an important element in the Maritz approach to support participants.  Sharing status and achievements is best done when it's done in the context of the organization and the sales team.  When participants throughout the company know who won and why they won there are innate social factors that kick in and you begin to see a more wide-spread effect of each achievement.   Maritz believes that shared, social elements builds a "community" or "culture" of recognition and spreads its effect beyond the giver and receiver.  Maritz has developed new engagement tools available for the non-cash incentive program to satisfy these social drives, including:  
· Filtered news feed to provide up to date sales activity in the program at a variety of levels to all participants.  Depending on where the participant is in the website, the news feed shows company wide sales news, or only sales news of the participant’s friends.  
· Trophy cases to display virtual awards earned and objectives met throughout the program.
· The ability to post comments on sales activity throughout the organization linked to an individual specific webpage.   
· The ability for a participant to connect their sales achievements to facebook/twitter to take the employee community to friends and family. 
· The ability for “friends” in the incentive platform also provides enhanced opportunities to connect sales and drive engagement.  Participants are able to view the profiles and trophy cases of a particular friend.  

Maritz can also extend our capabilities to support enhancements to the program including customizable canvases and avatars.  A leveling scheme with challenges can also be created to keep participant engaged in the program.  For example, once the participant achieves a predefined level by meeting selected performance criteria, more challenges become available to them.  We can help Merial build these elements through a design lab to fully scope engagement tools for the program.

Creative Design and Communications

Merial requires a comprehensive approach to communications to drive excitement and engagement of the sales force.  As a partner in this exciting endeavor, Maritz encourages Merial to think boldly about how the organization promotes and communications sales contests and program.  Maritz will help Merial craft a strategy that will communicate creatively, uniquely and effectively to the sales organization.

A communication strategy incorporates many proven communication elements with the newest innovations of virtual, game science and targeted, real-time communications to inspire high levels of performance.   
Three Phase Communication Strategy

· Educate and Excite:  During the pre-launch launch phase of incentive program the focus of the communication strategy must be focused on creating excitement for the program.  Pre-launch communications require the appropriate frequency and mix of delivery medium to achieve maximum results.  Combinations of elements include:
· Interactive Flash Teaser 

· Teaser Html emails 

· Corporate News Vehicles 

· Mobile message 

· Engage and Connect:   The Launch communications focus on educating the sales population on the purpose of the program and how the program supports and aligns with Merial’s objectives.  It also provides the most information and generates the initial participation and engagement.  Launch communications are critical to getting the program up and running and driving fast start performance.  

· Flash Announcement 

· Electronic Manger Guide 

· Corporate News Vehicles

· Html e-mail 

· Website Enrollment 

· Website 

· Mobile Message 

· Sustain and Improve:  In a recent Maritz Research poll, we found that 66% of employees receiving more frequent communications reported being satisfied with their incentive program.  As your partner, Maritz will strongly encourage Merial to maintain a consistent and effective pattern of communication throughout the lifecycle of your sales incentive program.  We have found that 67% of individuals who received program communications weekly and 62% that received communications monthly reported they had a good chance to earn recognition in the program, versus 52% receiving communications quarterly and 34% receiving communications only at program launch.    Through a variety of communication vehicles, our ongoing communication plan will include:

· Rankings/Leader boards 

· Website 

· Flash e-mail and Html E-mails 
· Monthly, customized email campaigns

· Quarterly Award Statements 

· Trimester Surveys

· Award Catalogs 

· Mobile Messages 

· Suggestion Box 

	A sample theme and timeline is attached for your reference.  We considered all the touch points of your participants including quarterly programs, spurts, training, and rewards.  We will scope and determine final requirements in the working session.  
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	33.What portions of your business are in-house? What portions are out-sourced? Where does the out-sourcing portion of your business take place?

	Maritz can provide all the services outlined within this RFP in house.  
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Implementation Timeline

						Sample Recognition Implementation Plan

								AE = Account Executive        
OP = Maritz Operations                         
CC = Client Contact

		Task Activity		Owner		Client Team/Roles		Duration		Date Complete		Status		Notes

		Discovery Session / Recognition Program Design

		Identify Date for Kick-off Meeting		AE/CC		Program Configuration Team/HR		1-2 days		TBD

		Maritz submits approval to start work form		OP				1 day		TBD

		Client signs approval to start work form		CC		Program Configuration Team/HR		1 day		TBD

		Prepare meeting agenda and participants for Discovery Session		OP				1-3 days		TBD

		Conduct Discovery Session at Client Site:  (1) Review existing programs, (2) Determine needs, (3) Discuss program training and communications requirements, (4) Discuss file layouts.  (5) Review Goal Attainment Module and communications		AE/CC/OP		Technology/Financial; Creative/Communications Marketing Teams; Training Teams; Program Configuration Team/HR		2-3 days		TBD				Refer to Tab 1 for additional Information

		Define Budget Owners  template		CC/OP		Program Configuration Team/HR		1 day		TBD

		Recognition Design Grid 
(Program  Rules - who can give, receive, approval structure, etc.)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Programs and Recognition Elements 
(Payout rules, automated email content, communications, implementation schedule)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Legal/Financial File Specifications (Accrual and Payroll File)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Working session conducted and complete								TBD

		Total Time to complete Discovery Session						5-10 days

		Contract Review

		Finalize the Letter of Agreement and Statement of Work		OP				5 days		TBD

		Review LOA and SOW & TSOW		CC		Program Configuration Team/HR		5 days		TBD

		Consolidate and approve LOW, TSOW & SOW edits		OP/CC		Program Configuration Team/HR		5 days		TBD

		All contracts approved and signed		CC/ OP		Legal				TBD

		Total Time to complete LOA/SOW						15 days

		Data Set-up and File Transfer & Data Test

		Client submits payroll and accrual file format requirements		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Client submits sample enrollment and budget files for review		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Maritz reviews enrollment and budget files and provides feedback		OP				3-5 days		TBD

		Maritz submits test file layouts for Accrual and Payroll		OP						TBD

		SFTP site set up for file transfer		CC/ OP		Technology Group		10 days		TBD

		Total Time to Complete Data Set-up						10 days

		Website Set-up

		Maritz provides standard copy for website and auto emails for client review		OP				1 day		TBD

		Develop overall client site "look and feel" creative based on client feedback at discovery session		OP		Program Configuration Team/HR		7 days		TBD

		Client to supply initial content for main website and automated emails for English		CC		Program Configuration Team/HR		10 days		TBD

		Enter initial client content (Home page, Program page, Rewards page, FAQ's, Contact Us, Automated Emails, Recognition Content)		OP				3 days		TBD

		Maritz loads enrollment and budget files and configures recognition system		OP				3 days		TBD

		Set up complete rewards offering for US and Global participants		OP				15 days		TBD

		Site Testing and Review		CC		Program Configuration Team/HR; Technology Group		5 days		TBD

		Final approval of all English website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Have all content translated for required languages		OP				15 -20 days		TBD

		Load website content and automated emails into stage site for Non-English languages		OP				5 days		TBD

		Final approval of all international (non-English) website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Total Time to Complete Website Set-up						48 days

		Develop Program Announcements and Communication Plan

		Define detailed components of announcement and communications plan determined during working session		OP/CC		Program Configuration Team/HR; Communication Team		1-2 days		TBD

		Finalize all launch communications elements		OP/CC		Program Configuration Team/HR; Communication Team		5 days		TBD

		Total Time for Program Ann and Comm Plan						7 Days

		Administrator & Manager Training

		Maritz provides training sessions for client assigned program Administrator's) and Manager stakeholders		OP/CC		Program Configuration Team/HR		2 days		TBD

		Invitation to Managers for new program training		CC		Program Configuration Team/HR		1 day		TBD

		Conduct Live Training Sessions for managers		AE/OP/CC		Program Configuration Team/HR		2 days		TBD

		Total Time to Complete Training						2 days

		Program Kick-off and Training

		Launch Teaser email development and approval		CC / OP		Program Configuration Team/HR		10- 15 days		TBD

		Communicate/Announce new program		CC		Program Configuration Team/HR		3 days		TBD

		Introductory Flash Message to all Participants		CC		Program Configuration Team/HR		1 day		TBD

		Print and email communications delivered to participants		CC		Program Configuration Team/HR		1 day		TBD

		Total Time for Program Kick off						20 days

		Site Goes "Live"

		All Participants have full access to program				ALL				TBD

		Program fully functional and daily operation/management begins		OP						TBD

		PLEASE NOTE:  Work days in each section of the project plan overlap with one another.  As a general rule the total implementation timeline requires 30-52 days.  Program complexity ultimately determines the necessary time required.





Discovery Session Topics

		

		Participation of Internal Teams for Formal Discovery Session

		TECH & FINANCIAL		Topics

		Technology/IT (Enrollment Feeds/Data Discussions)

				Review Enrollment File Template

				Review Budget Template

				Transmission Frequency

				Termination Process

		Financials (Budgets/Reporting)

				Task Reporting

				Invoice Backup Detail

				Custom/Offline Reporting Requirements

				Timeframe/Frequency of Reports

		CREATIVE/COMMUNCATION		Topics

				Website Theme - Template Specs/Process

				Webstie copywriting for content managed pages

				Automated email configuration

				eCard Selections

				Launch Communications

				Email Communication Campaign

				Print Communications

				Reward Account Notification Letter and Transaction Summary

		TRAINING		Topics

				Audience/Content/Frequency

				Train the Trainer

				Additional Training Sessions for full Participant Base

				Hourly Webinars

				PPT Guide requirements

				Email Communication for Training Sessions

		RECOGNITION PROGRAM CONFIGURATION		Topics

				Confirm Program Names

				Recognition Criteria/Levels

				Approval Process

				Online Report Selections

				Reward Set Up Requirements

				User Acceptance Testing Process
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Privacy Policy



		Division:      

		Executive

		Code:

		EX-1001



		Owner:

		Derek Mays



		



		Policy Name:  



		Privacy Policy



		Purpose:  



		It is the policy of Maritz to ensure Maritz and client confidential information (including sensitive information and trade secrets) is secure, appropriately maintained and protected in accordance with client requirements, and applicable law and data regulations.





		Privacy Statement:



		Maritz people should take all appropriate steps to protect Maritz and client confidential information, including such measures as required under the Maritz Data Classification Matrix and the Maritz Data Handling and Disposal Security Practice.  Measures taken under specific circumstances will vary depending on location, classification of the information, what form (written, oral or electronic) the information is in, and, if applicable, client requirements.  All Maritz employees are obligated to familiarize themselves and comply with all provisions of this Policy. 





		Policy:



		A.  Maritz values the trust placed in us when we are given personal and/or confidential information.  Maritz recognizes that we have an important responsibility to protect confidential information, and must strive to be consistent in how we enforce this policy.  Accordingly, Maritz will take or has taken the following steps to ensure that Maritz and client confidential information is adequately protected.  

1. Training

Maritz shall, in addition to appointing a company-wide corporate privacy officer, engage in employee training to appropriately inform employees of privacy responsibilities and highlight the importance of privacy in our business conduct.  Assessments may be made for those who manage confidential information to ensure confidential information is adequately secure and protected.

2. Collection and Use

Maritz employees must collect and use confidential information only for those purposes for which the transfer or acquisition of such information is made.  Maritz or client confidential information should not be shared with or disclosed to any Maritz person, or to any person outside of Maritz, unless that person has a legitimate business need to know such information for the purpose of performing the services requested by Maritz and the applicable client. Any disclosure of client confidential information must be consistent with contractual requirements, if any.  This Policy extends to our supplier and partner relationships.

3.   Restrictions on third-party use

Maritz will not provide or disclose confidential information to a third party, except with the permission of the information owner, and only to the extent necessary to achieve the purpose of use, or as required under law.  Maritz will not trade, sell or lease an individual’s personal information under any circumstances.

4.   Security measures

The Company shall employ reasonable security measures in order to prevent unauthorized access to, or loss, falsification or leaks of confidential information. Such measures will vary according to the classification and client requirements associated with such information.  In certain circumstances, Maritz may provide appropriate supervision over employees and contractors who handle confidential information.


5.   Observance of laws, principles and ongoing improvements 


Maritz will endeavor to comply with applicable laws and principles, including industry guidance, concerning the protection of confidential information.  Maritz also endeavors to make ongoing improvements and enhancements to its methods of protection of confidential information. This Policy will be revised and updated in light of developments in information security and changes in the business environment.  

B.  Trade Secrets; Confidential Information of Clients

While employed by Maritz, confidential information about the business of Maritz and our clients, including information concerning prices, costs, sales, profits, compensation, clients, suppliers, ideas, concepts, marketing or other strategic plans, products and technology may be shared with you.  This information could be of great value to competitors and considered a “trade secret” under applicable laws.  It is critical to treat trade secrets securely and in accordance with applicable data handling requirements, and to always remember it constitutes the valuable asset of Maritz and/or its clients. 

Bear in mind that in many cases Maritz has also contractually agreed to keep client information confidential.  If so, Maritz may face legal and financial liability for improper handling or disclosure of the client's confidential information.

C.  Safe Harbor


Maritz adheres to the Safe Harbor Agreement concerning the transfer of certain types of confidential information from the European Union (“EU”) to the United States on or after November 1, 2003. Accordingly, Maritz follows the Safe Harbor Principles published by the U.S. Department of Commerce ("Principles") with respect to all such data, and this Policy complies with such Principles (for more information about these Principles, and Maritz’ obligations, visit the FTC website at http://www.export.gov/safeharbor/SafeHarborInfo.htm).

D.  Violations

Due to the importance of data protection and potential harm that could result otherwise, violations of this Policy either intentionally or neglectfully may result in disciplinary action up to and including termination of employment.  Where appropriate, legal action may also be pursued.

E.  Contact Information

Any complaints or questions regarding this Policy or our obligations should be directed to the Maritz Chief Privacy Officer, Derek Mays, whose contact information is as follows:  

1375 N. Highway Drive

Fenton, Missouri 63099

Derek.Mays@maritz.com

Telephone (636) 827-2170.  


Any actual or suspected breach of security concerning Maritz or client confidential information must be reported immediately to the Law Department, Information Security or your Manager.


F.  Other Maritz Policies

This Policy is subject to other policies and procedures implemented by Maritz including those under the Enterprise Records Management and Information Resources Acceptable Use policies.  If another Maritz policy, practice or procedure grants broader rights to Maritz relating to the collection, handling or disclosure of confidential information, the Company may exercise those broader rights.



		Related Documents:


 Maritz Enterprise Records Management Manual      Maritz Information Resources Acceptable Use Policy

 Maritz Information Security Practices                    Maritz Data Classification Matrix
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Template

		PID Number		Prefix		First Name		Middle Name or Initial		Last Name		Suffix		Emboss Name		Fourth Line Emboss		Address Line 1		Address Line 2		Address Line 3		Address Line 4		Home City		Home State or Province		Home Zip or Postal Code		Extended 4 Digit Zip  or Country Name (Intl)		Home Phone Area Code		Home Phone Number		Home Phone Extension		Email Address		Funding Amount		Transaction Description		Card Carrier Message		Program Participation Status		Indicative Data 1		Indicative Data 2		Indicative Data 3		Indicative Data 4		Indicative Data 5		Bulk Ship Contact		Bulk Ship Address Line 1		Bulk Ship Address Line 2		Bulk Ship Address Line 3		Bulk Ship Address Line 4		Bulk Ship City		Bulk Ship State or Province		Bulk Ship Zip or Postal Code		Bulk Ship Extended Zip or Country



FOR RELOADABLE CARDS ONLY (THIS FIELD IS NOT REQUIRED FOR PREDENOMINATED CARDS)- Cardholder's Personal Identification Description.  The PID number is a unique number used to identify the cardholder in this program.  The PID is user specified and required for Reloadable programs. 

30 Character Max
REQUIRED

Prefix of cardholder name (i.e. Mr, Ms, Mrs). Punctuation within the prefix is not supported

First Name of cardholder

25 Characters Max
REQUIRED

Middle name or initial of cardholder

25 Character Max

Last name of cardholder

25 Character Max
REQUIRED

Suffix (Jr, Sr)  Punctuation within the suffix is not supported

5 Character Max

The message to be printed on the card. This is an optional field and use only if you are specifying the emboss text per recipient. The 4th Line Emboss Text cannot be more than 21 characters long and cannot contain punctuation other than space ( ), period (.), comma (,), hyphen (-), forward slash (/), apostrophe (‘) and ampersand (&). 

21 Character Max

Cardholder's home address

35 Character Max
REQUIRED

35 Character Max

Cardholder's home city

35 Characters Max
REQUIRED

Cardholder's home State or Province

2 Character Max
REQUIRED

Cardholder's 5 digit postal zipcode (Canada - 6 Characters with space)

10 Character Max
REQUIRED

35 Character Max

Cardholder's email address.  Must be a valid email address ending in .com, .net, .org as applicable.

50 Character Max

3 digit area code for US phone or 6 digits or less for international phone

6 Characters Max

The local phone number; 7 digits for US phone or 16 digits or less for international phone

16 Characters Max

For US, UK, or Int'l card holders this contains the phone extension and cannot exceed 6 digits 

6 Character Max

Funding amount to be applied to the card during first issuance.  Do not include punctuation including dollar sign ($). For example an entry for Fifty dollars is 50

REQUIRED

Card carrier message override will be accepted if the quote is configured for this option.

80 Character Max

Current status of the cardholder

1 Character Max

User defined field for tracking your program if desired

17 Character Max

User defined field for tracking your program if desired

17 Character Max

User defined field for tracking your program if desired

17 Character Max

User defined field for tracking your program if desired

17 Character Max

User defined field for tracking your program if desired

17 Character Max

Bulk Shipping contact name and Company name

35 Character Max

(Bulk Ship Only)

35 Max Character

(Bulk ship only)

35 Max Character

(Bulk ship only)

35 Max Character

(Bulk ship only)

State and Zip/Postal code must be a valid combination

2 Character Max

(Bulk ship only)

5 digit postal/zipcode in US or 6-digit Canada (with space)

10 Characters Max

(Bulk ship only)

Country code or Zip plus 4 digit additional identifier

35 Characters Max

(Bulk ship only)

Client-supplied description of the transaction which will appear on all documentation.  If a comma is used in this field, the entire field must be enclosed in double quotes, ("")

40 Character Max

35 Character Max

35 Character Max

35 Max Character

(Bulk ship only)

35 Max Character

(Bulk ship only)
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Introduction


Maritz information technology infrastructure is tightly woven into Maritz’s essential business functions and is an integral to the delivery of services to our clients.


In order to achieve our corporate mission, both Maritz Information Assets and those entrusted to us by our clients must be safeguarded. 


Purpose and Strategy


The purpose of the Information Security Program (‘Program’) is to protect these information assets. The foundation of the Program is built upon ISO 27001, ISO 27005 and PCI (Payment Card Industry) Security Standards. A primary objective of the Program is to comply with and provide protection for information associated with the following federal Acts (as well as individual state laws): Sarbanes-Oxley, Gramm-Leach-Bliley, and Health Insurance Portability and Accountability. 


The Maritz Information Security department is responsible for administering the Program. 


Overview


The Program is organized into 11 Sections, each identified by an ISO27001 domain name. 


Each Section lists the Objectives that Maritz has set to meet ISO27001 Control Objectives. In addition, Activities used to accomplish the objectives are listed. All referenced documents are viewable via links from the Maritz Information Security Program webpage on the Maritz Information Security website. 


Figure 1 on the following page provides a cross reference of the PCI DSS Requirements to the ISO 27001 Domain(s).

The Maritz Information Security Plan describes current Program initiatives/projects (documented separately).


PCI DSS to ISO 27001 Mapping

		Figure 1 - PCI DSS Requirements cross-reference to ISO 27001 Domain Name 



		PCI DSS Requirement

		Program Section(s)



		 1. Install and maintain a firewall configuration to protect cardholder data. 

		 6.  Communication and operations management


 7.  Access control


 8.  Information systems acquisition, development and maintenance



		 2. Do not use vendor-supplied defaults for system passwords and other security parameters. 

		 7.  Access control


 8.  Information systems acquisition, development and maintenance



		 3. Protect Stored Cardholder Data

		 6.  Communication and operations management


 7.  Access control


 8.  Information systems acquisition, development and maintenance



		 4. Encrypt transmission of cardholder data across open, public networks.

		 6.  Communication and operations management


 8.  Information systems acquisition, development and maintenance



		 5. Use and regularly update antivirus software.

		 6. Communication and operations management


 8.  Information systems acquisition, development and maintenance



		 6. Develop and maintain secure systems and applications. 

		 6.  Communication and operations management


 8.  Information systems acquisition, development and maintenance



		 7. Restrict access to cardholder data by business need-to-know. 

		 7. Access control



		 8. Assign a unique ID to each person with computer access. 

		 7. Access control



		 9. Restrict physical access to cardholder data. 

		 3.  Asset Management


 5.  Physical & environmental security



		10. Track and monitor all access to network resources and cardholder data.

		 6.  Communication and operations management


  7. Access control



		11. Regularly test security systems and processes. 

		 6.  Communication and operations management


 7.  Access control


 8.  Information systems acquisition, development and maintenance



		12. Maintain a policy that addresses information security. 




		 1.  Security Policy


 2.  Organization of Information Security


 4.  Human resources security


 9.  Information security incident management


10. Business continuity management





Program Sections


1. Security Policy 


Objectives 


1. Published Policies that are aligned with business objectives and account for any civil/statutory/regulatory obligations.

2. Publish Standards, Practices and Procedures that implement management direction as documented in Policies.

Activities 


· The following policies provide Information Security governance for Maritz LLC: 

· Information Resources Acceptable Use Policy

· Ethics Policies

· Privacy Policy

· Enterprise Records Management Policy

· Enterprise Crisis Management Policy 


· Maritz employees are required to attest their compliance annually to the Ethics and Information Resources Acceptable Use Policies. The certification is accomplished by an online system and tracking by Internal Audit.


· Maritz Technology Standards, Information Security Practices, and MGTS Standard Operating Procedures are published on MyMaritz (per ISO 9001).

· Exception to any Information Security Practice is required to follow the Information Security Practice Exception Process 


2. Organization of Information Security 


Objectives 


1. Maintain management commitment to information security.

2. Align information security activities with business objectives


3. Identify and document information security roles and responsibilities of committees, teams and departments. 

4. Information Security will manage and coordinate information security activities within Maritz.


5. The Information Security Program will be reviewed periodically by an independent party. 


6. Maintain security of the company’s information assets processed or stored with third party service providers through contractual agreements and monitored using an assessment process.

Activities


· The Chief Information Security Officer reports directly to the Chief Information Officer.

· The Security Risk Management Process assesses risks and provides recommendations that are reviewed by management for alignment with business objectives. 


· Security responsibilities of technology departments and Information Security are defined in the MGTS and Application Development Security Responsibilities Practice.

· Roles and responsibilities of employees, teams, and departments for securing information assets are defined in the Information Resources Acceptable Use Policy.

· Clients serve as independent parties that review the Maritz Information Security Program. 


· Information Security assesses third parties (e.g. assessors, clients, professional associations) through the Maritz Third Party Security Assessment Program. The program safeguards Maritz and client information or access to Maritz systems by third parties.


3. Asset Management 


Objectives 


1. Ensure that all information and information resources are inventoried, assigned an owner, classified and with acceptable use defined. 


2. Information assets are identified and handled appropriately based on their classification.


Activities


· The Enterprise Records Management Policy sets requirements for records management and data classification. 

· Data owners are responsible for assigning a data classification, labeling and retention of information assets as prescribed in the Enterprise Records Management Program. 

· Roles and responsibilities of employees, teams, and departments for securing information assets are defined in the Information Resources Acceptable Use Policy.

· MGTS Asset Management is responsible for maintaining an inventory of information resources per the Maritz Technology Standards. 


· Information assets are classified as Public, Internal Use, Confidential or Sensitive as defined by the Maritz Data Classification Matrix.


· Sensitive (PCI) systems are identified in OPSDB  


· The appropriate level of protection for information is defined in the Data Handling and Disposal Security Practice. Additional detail regarding protection is called out in other Security Practices. 


4. Human Resources Security


Objectives 


1. Publish the information security responsibilities of teams and individuals and include management direction that compliance is a condition of continued employment.

2. Monitor compliance with published governance documents and have a disciplinary process for employees who have committed a security violation.


3. Ensure background checks are performed on all potential employees and contractors.


4. Ensure all third parties agree to background checks for personnel who handle Maritz Confidential and Sensitive data.


5. Maintain an awareness program that communicates security responsibilities of employees and contractors.


Activities


· Roles and responsibilities of employees, teams, and departments for securing information assets are defined in the Information Resources Acceptable Use Policy.

· Information Security publishes the Employees’ Guide to Information Security. It is available to all employees and provided to HR to give to new employees. 


· The Information Resources Acceptable Use Policy requires the reporting of a security breach and the possible consequences of policy violation.


· The Background Checks & Self-Reporting Policy requires background checks on all new employees. Contracts assure third party contractors have had background checks performed prior to placing employees at Maritz locations. 


· The Maritz Third Party Security Requirements calls out background checks for third party personnel that may have access to Maritz resources. 

· Security awareness elements are incorporated into the Law Departments’ Enterprise Records Management Program.

· All new hires are provided with and required to review the Employees Guide to Information Security document.

5. Physical and Environmental Security


Objectives 


1. Coordinate with Corporate Security in activities related to the protection of information assets associated with physical and environmental security. 

2. Minimize the risk of unauthorized physical access to areas where information (e.g. paper or electronic) is stored.


3. Minimize the risk of loss of data stored on portable equipment (e.g. laptops, smart-phones) and storage devices.


4. Cooperate in Corporate Security initiated investigations (e.g. fraud). 

5. All visits to Maritz facilities by non-Maritz personnel are recorded and escorted while on site.

Activities


· Maritz Corporate Security responsibilities for physical and environmental security associated with facilities as outlined in the Physical Security Policy are implemented (e.g. visitor access is recorded).

· Ingress and egress card swipes are necessary to access the data center (per the Data Center Access Policy). 

· Card swipe access is necessary to access any building and ID badges are visible at all times per the Physical Security Policy.


· Data on laptops and smart phones is encrypted per the Mobile Device Security Practice.


· Corporate Security and Information Security follow the Security Investigation Protocol.


6. Communications and Operations Management


Objectives 


1. MGTS Infrastructure and application development departments shall have a documented change management process and published operating procedures.

2. MGTS Infrastructure and application development departments segregate duties as well as development, test and production systems.

3. Define third party information security requirements. 


4. Protection against malicious code.


5. Define network security controls and protection of network services

6. Ensure backups of information and protection of backup media from unauthorized access, modification or disclosure.


7. Monitor for unauthorized access to systems or data processing activity.

Activities


· MGTS Technology Standards provide requirements for change management and operating procedures for the technology organizations.

· MGTS Infrastructure and Application development departments have published change management documents.

· MGTS Infrastructure is ISO 9001 certified. The QMS system is the repository for process and procedure documentation (e.g. Change management, server build/hardening documents, etc…).


· The MGTS Technology Standards define requirements for separation of duties and environments. 

· Information Security assesses third parties (e.g. assessors, clients, professional associations) through the Maritz Third Party Security Assessment Program. The program safeguards Maritz and Maritz client information as well as access to Maritz systems by third parties.


· The Antivirus Security Practice establishes requirements for malicious code protection.

· Antivirus software is implemented on all Windows systems and host intrusion prevention is deployed on all workstations. Email servers have additional antivirus and SPAM filtering software.


· The Secure Network Access, Firewall, Internet Connectivity, Protected Network Access, Extranet Network Access, Intrusion Detection Systems, Network Management, Wireless and Routing Device Security Practices set security requirements for network services and data transfer.


· Perimeter and internal firewalls as well as network intrusion systems provide network security for systems and data.

· The Telephone Security and Email and Instant Messaging Security Practices define requirements for the protection of telecommunications and messaging systems respectively.


· 24x7 intrusion monitoring is provided by Secureworks.


· Protection from downloading malicious code is provided through the use of Internet use monitoring and blocking software.

· The MGTS Backup Policy defines backup standards and requirements for the storage of backup media.

· The Maritz Technology Standards, and Data Handling and Disposal Security Practice define backup media protection requirements.

· The Maritz Technology Standards, Event Records and Network Time Synchronization Security Practices establish requirements for monitoring and audit logging.

· Idera and csMars are used to log events and protect logs from tampering and unauthorized access for systems requiring PCI compliance.

7. Access Control


Objectives 


1. A process for the registration of users of information resources, provisioning of ids and rights and review of rights.

2. Documented responsibilities of employees regarding password use and data handling.


3. Network controls for limited access to the network, authenticated remote access, identification of network-attached devices, segregation of networks, and to prevent unauthorized access across network segments.


4. Operating system level controls in place for limiting access and connection time to hosts.


5. Application controls in place for limiting access to information and application system functions.


6. Published requirements for the proper use of mobile devices and for remote access facilities. 


Activities


· MGTS Technology Standards and the Access Control Security Practice provide overall requirements for access control. 


· MGTS User Administration administers registration of users for network accounts.


· Active Directory provides access control and authentication for the corporate network and multiple applications. 


· The Password Security and SQL Standard Login Id password Practices defines requirements for password use.


· The Data Handling and Disposal Security Practice documents data handling requirements.


· PCI relevant systems have additional required controls (as identified in Security Practices)


· Firewalls and NIDS are in place on the network perimeter and monitored continuously for malicious intent.


· Network access control monitors for MAC addresses that are unknown and removes network connectivity for unregistered devices.


· The following Security Practices have additional access control requirements; Database, DNS,  Secure Network Access, Firewall, Extranet Network Access, Protected Network Access, Intrusion Detection Systems, Network Management, Mobile Device, Wireless and Routing Device. 

· The Application Development and Web Application Security Practices define controlling access in applications.


· Remote access requirements are documented in the Maritz Technology Standards and Secure Network Access Security Practice

· Remote access is provided via IPSEC VPN or Citrix terminal services, both requiring two-factor authentication.

8. Information Systems Acquisition, Development and Maintenance


Objectives 


1. Integrate a process and/or software development lifecycle (SDLC) step for defining application security requirements for internal and client security requirements that includes input/output validation and checks for data processing/messaging accuracy.

2. Requirements published for, and monitoring of controls, for the use and configuration of cryptographic controls.


3. Requirements published for, and monitoring of controls, for the access to deploy and maintain code and test data for both internally and outsourced developed applications.


4. Formal change management and testing processes for modifications to application code and operating systems.


5. Evaluate threats and institute a program to minimize risk of data leakage.


6. Maintain a program for the identification, assessment and remediation of system vulnerabilities.


Activities


· Information Security reviews client RFPS, MSAs, contracts, and questionnaires to ensure Maritz systems and processes meet client security requirements.

· CAST software and peer reviews are used as part of a SDLC to validate secure coding.


· The MGTS Technology Standards and Application Development, Web Application, Website Test Pages, Encryption Management, Encryption Algorithm provide published requirements for encryption and application controls.

· MGTS Technology Standards provide requirements for change management and operating procedures for the technology organizations.

· Application development departments have a published SDLC.


· ISO 9001 compliant change control processes are in place for application development.


· The Risk Management Security Practice states requirements and the Maritz Risk Management Process describes assessing and managing risk.


· The Vulnerability Management Strategy and Vulnerability Scanning Security Practice are part of a program to identify and remediate vulnerabilities.

9. Information Security Incident Management


Objectives 


1. A published process for the rapid reporting of security incidents and vulnerabilities.

2. A published and tested security incident management program that includes roles and responsibilities, responses, remediation, reporting, prevention of reoccurrence and collection of forensic evidence.


Activities


· The Maritz Technology Standards defines the requirement for the reporting of incidents.


· The Security Incident Response Process documents incident response and management.

· The Security Investigation Protocol explains the responsibility for leading and coordination of information security-related investigations.

· Information security maintains incident response and investigation SOPs.


10. Business Continuity Management


Objectives 


1. Information security requirements are incorporated in business continuity and disaster recovery plans.

2. Business impact/risk assessments are carried out to identify potential security and disaster events, their probability and impacts to critical business processes. 


3. Business continuity and disaster recovery plans for critical (Priority A) business processes are developed, maintained and tested.


4. A business continuity framework exists that ties together all business continuity and disaster recovery plans.


Activities


· The MGTS Technology Standards define requirements for security.


· The Security Risk Management Process describes the process for identifying, assessing and managing risk.


· The Maritz Technology Standards and Crisis Management Policy set requirements for business continuity and disaster recovery. Plans are in place for some business units, departments and systems.


· The Maritz Disaster Recovery Service Offerings describe what is available for client and internal systems.


· The Business Continuity Committee provides direction on planning for business units and corporate functions.

· Business continuity and disaster recovery plans are in place for some business units, departments and systems


· The MGTS Maumee, Sungard and Basic Disaster Recovery Plans document the processes and teams responsible for recovery data center operations.

· The Maumee data center is the designated disaster recovery hot-site.

· The MGTS Backup Policy defines the requirements for carrying out backups for systems and storage of backup media.

· The Maritz Crisis Management, Business Continuity & Disaster Recovery document establishes a planning framework.


11. Compliance


Objectives 


1. Document relevant statutory, regulatory and contractual security, intellectual property and proprietary software use requirements for Maritz and the approach for meeting them.

2. Document relevant statutory, regulatory and contractual security requirements for records and data and the approach for meeting them.


3. Requirements and controls are in place to prevent the misuse of information resources and cryptographic tools.


4. Managers are obligated to ensure that procedures exist and are followed within their area to comply with security Policies and Practices and procedures.


5. System configurations are checked for compliance with security settings in build/hardening documents.


6. Requirements, activities and tools used by client and Internal Audit will be agreed to and documented.   

Activities


· The Maritz Information Resources Acceptable Use, Ethics, Privacy Policies and Maritz Technology Standards provide the following:


· Define compliance requirements 


· Document security requirements

· Establish accountability for misuse of information resources

· The Enterprise Records Management Policy and Enterprise Records Management Program documents set requirements for records and data.


· The Maritz Information Security Program seeks to comply with provisions stated in the Sarbanes-Oxley Act, Gramm-Leach-Bliley Act, and Health Insurance Portability and Accountability Act as well as state privacy laws.

· The Law Department conducts, and Internal Audit monitors, an annual employee policy compliance certification as defined in Maritz Ethics Procedure (ETH-2004). 

· MGTS Technology Standards, Server, Routing Device, Firewall and Workstation Security Practices define requirements for having secure configurations.  


· The Vulnerability Scanning Security Practice requires checking for compliance with secure configurations and the Patch Management Security Practice requires patching of known vulnerabilities.

· The Vulnerability Management and Patch Management Strategy documents define direction for identifying and remediating vulnerabilities in all systems. 


· The Workstation Security Strategy prescribes management of security for desktops and laptops.


· The Maritz Client Security Assessment Requirements defines requirements for client or client-initiated third party security assessments.

Change Control 


This is a Controlled Document issued to  MGTS-QMS intranet site


Change Record


		Revision #

		Revision Date

		Revised by

		Description of Change



		1

		10/30/09

		D. Henke

		Approved version 



		2

		11/11/09

		B. Najar
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All U.S. Merchant List

		

		Merchant		Exclusively Yours		License Partner Addendum				Merchant		Exclusively Yours				Merchant		Exclusively Yours

		77kids		X						Old Navy		X				Delta Hotels		X

		1-800-FLOWERS.COM®		X		X				Olive Garden®		X				Dillard’s		X

		1800PetSupplies		X		X				Omaha Steaks®		X				Echo® Power Tools		X

		A Pea in the Pod®		X		X				Pbteen®		X				exclusively yours® rewards collection		X

		Aerie		X		X				Piperlime		X				Fairmont Hotels & Resorts		X

		Aeropostale®		X						Pottery Barn Kids®		X				Fairway Rewards		X

		American Eagle		X		X				Pottery Barn®		X				Fleming's Prime Steakhouse		X

		Athleta		X		X				Red Lobster®		X				Frontgate®		X

		Austad’s Golf		X		X				Renaissance®  Hotels		X				Furniture Rewards		X

		Avis®		X						Residence Inn® by Marriott		X				Grotto		X

		Bass Pro Shops®		X		X				Restoration Hardware		X				Hertz		X

		Bath & Body Works®		X		X				Sally Beauty		X				Hitachi		X

		Bed Bath & Beyond®		X		X				Seasons 52		X				Hoover®		X

		Bergdorf Goodman		X		X				Sephora		X				Journey's International Travel		X

		Brooks Brothers		X		X				Shi by Journeys		X				JVC®		X

		Brookstone®		X		X				Shutterfly		X				Landry's Seafood House		X

		Budget Rent A Car®		X		X				SpringHill Suites® by Marriott		X				Lands' End Home		X

		Build-A-Bear Workshop®		X		X				Sunglass Hut		X				Lane Bryant®		X

		Cabela’s®		X		X				T.J. Maxx®		X				LG Electronics / Zenith®		X

		Charity Choice		X		X				Talbots		X				Maui Jim® Sunglasses		X

		Courtyard®  by Marriott		X		X				The Autograph Collection®		X				Milwaukee® Power Tools		X

		Crate and Barrel		X		X				The Capital Grille®		X				Miraval Arizona		X

		Cusp		X		X				The Children's Place		X				Oceanaire		X

		Dave & Buster's		X		X				The Equinox Resort & Spa		X				Omni Hotels and Resorts		X

		Destination Maternity®		X		X				The Home Depot®		X				Oreck®		X

		Easy Spirit		X		X				The Orvis Company		X				Outback Steakhouse®		X

		Eddie Bauer®		X		X				The Ritz-Carlton® Hotel Company L.L.C.		X				Pioneer		X

		Express / Express Men		X		X				TownePlace Suites® by Marriott		X				Planet Hollywood		X

		f.y.e.		X		X				Williams-Sonoma Home®		X				Pleasant Holidays®		X

		Fairfield Inn® by Marriott		X		X				Williams-Sonoma®		X				Polaris®		X

		GameStop		X		X				Your Rewards		X				Pro Am Golf Center		X

		Gap/GapKids/BabyGap		X		X				Zappos.com		X				Quality Reward Travel®		X

		Golfsmith		X		X				Aquarium Restaurants		X				Rainforest Café		X

		Hard Rock Cafe		X		X				Babin's Seafood House		X				Royal Caribbean International®		X

		Harry and David®		X		X				Banana Republic		X				Roy's		X

		HomeGoods®		X		X				Beaches		X				Saltgrass Steakhouse		X

		Horchow		X						Big Fish		X				Samsung		X

		J. Jill		X		X				Bonefish Grill		X				Sandals		X

		JCPenney		X		X				Bose® Catalog, Showcase & Outlets		X				SEIKO®/Pulsar		X

		Johnston & Murphy		X		X				Brenner's Steakhouse		X				Smith & Wollensky Restaurant		X

		Jos. A. Bank Clothiers		X		X				Brown Derby International Wine		X				SonyAwards		X

		Journeys/Journeys Kidz		X		X				Buca Di Beppo		X				SpaFinder		X

		JW Marriott® Hotels & Resorts		X		X				Cadillac Bar		X				SuperClubs® Resorts		X

		L.L.Bean		X		X				Canon		X				Telescope Casual Furniture		X

		Lands’ End®		X		X				Carnival® Cruise Lines		X				The Container Store®		X

		LastCall		X		X				Carrabba's Italian Grill		X				The Crab House		X

		LensCrafters®		X		X				Catherines®		X				Ticket Jones		X

		Lids/Hat World		X		X				CB2		X				Tourneau Watches		X

		LongHorn® Steakhouse		X		X				Celebrity Cruises®		X				TREK® Bicycles		X

		Lord & Taylor		X		X				Celtic Tours		X				T-Rex Café		X

		Macy’s		X		X				Charley's Crab		X				Tumi® Luggage		X

		Marriott Vacation Club® Villas		X		X				Chart House Restaurant		X				Vail® Resorts		X

		Marriott® Hotels and Resorts		X		X				Classic Vacations		X				Victory® Motorcycles		X

		Marshalls®		X		X				Computer Direct		X				west elm®		X

		Motherhood Maternity®		X		X				Copper Mountain Resort		X				Willie G's Seafood and Steakhouse		X

		Neiman Marcus®		X		X				Cyberflowers		X				Wynn Las Vegas		X

		Nine West		X		X
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Implementation Timeline

						Sample Recognition Implementation Plan

								AE = Account Executive        
OP = Maritz Operations                         
CC = Client Contact

		Task Activity		Owner		Client Team/Roles		Duration		Date Complete		Status		Notes

		Discovery Session / Recognition Program Design

		Identify Date for Kick-off Meeting		AE/CC		Program Configuration Team/HR		1-2 days		TBD

		Maritz submits approval to start work form		OP				1 day		TBD

		Client signs approval to start work form		CC		Program Configuration Team/HR		1 day		TBD

		Prepare meeting agenda and participants for Discovery Session		OP				1-3 days		TBD

		Conduct Discovery Session at Client Site:  (1) Review existing programs, (2) Determine needs, (3) Discuss program training and communications requirements, (4) Discuss file layouts.  (5) Review Goal Attainment Module and communications		AE/CC/OP		Technology/Financial; Creative/Communications Marketing Teams; Training Teams; Program Configuration Team/HR		2-3 days		TBD				Refer to Tab 1 for additional Information

		Define Budget Owners  template		CC/OP		Program Configuration Team/HR		1 day		TBD

		Recognition Design Grid 
(Program  Rules - who can give, receive, approval structure, etc.)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Programs and Recognition Elements 
(Payout rules, automated email content, communications, implementation schedule)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Legal/Financial File Specifications (Accrual and Payroll File)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Working session conducted and complete								TBD

		Total Time to complete Discovery Session						5-10 days

		Contract Review

		Finalize the Letter of Agreement and Statement of Work		OP				5 days		TBD

		Review LOA and SOW & TSOW		CC		Program Configuration Team/HR		5 days		TBD

		Consolidate and approve LOW, TSOW & SOW edits		OP/CC		Program Configuration Team/HR		5 days		TBD

		All contracts approved and signed		CC/ OP		Legal				TBD

		Total Time to complete LOA/SOW						15 days

		Data Set-up and File Transfer & Data Test

		Client submits payroll and accrual file format requirements		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Client submits sample enrollment and budget files for review		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Maritz reviews enrollment and budget files and provides feedback		OP				3-5 days		TBD

		Maritz submits test file layouts for Accrual and Payroll		OP						TBD

		SFTP site set up for file transfer		CC/ OP		Technology Group		10 days		TBD

		Total Time to Complete Data Set-up						10 days

		Website Set-up

		Maritz provides standard copy for website and auto emails for client review		OP				1 day		TBD

		Develop overall client site "look and feel" creative based on client feedback at discovery session		OP		Program Configuration Team/HR		7 days		TBD

		Client to supply initial content for main website and automated emails for English		CC		Program Configuration Team/HR		10 days		TBD

		Enter initial client content (Home page, Program page, Rewards page, FAQ's, Contact Us, Automated Emails, Recognition Content)		OP				3 days		TBD

		Maritz loads enrollment and budget files and configures recognition system		OP				3 days		TBD

		Set up complete rewards offering for US and Global participants		OP				15 days		TBD

		Site Testing and Review		CC		Program Configuration Team/HR; Technology Group		5 days		TBD

		Final approval of all English website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Have all content translated for required languages		OP				15 -20 days		TBD

		Load website content and automated emails into stage site for Non-English languages		OP				5 days		TBD

		Final approval of all international (non-English) website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Total Time to Complete Website Set-up						48 days

		Develop Program Announcements and Communication Plan

		Define detailed components of announcement and communications plan determined during working session		OP/CC		Program Configuration Team/HR; Communication Team		1-2 days		TBD

		Finalize all launch communications elements		OP/CC		Program Configuration Team/HR; Communication Team		5 days		TBD

		Total Time for Program Ann and Comm Plan						7 Days

		Administrator & Manager Training

		Maritz provides training sessions for client assigned program Administrator's) and Manager stakeholders		OP/CC		Program Configuration Team/HR		2 days		TBD

		Invitation to Managers for new program training		CC		Program Configuration Team/HR		1 day		TBD

		Conduct Live Training Sessions for managers		AE/OP/CC		Program Configuration Team/HR		2 days		TBD

		Total Time to Complete Training						2 days

		Program Kick-off and Training

		Launch Teaser email development and approval		CC / OP		Program Configuration Team/HR		10- 15 days		TBD

		Communicate/Announce new program		CC		Program Configuration Team/HR		3 days		TBD

		Introductory Flash Message to all Participants		CC		Program Configuration Team/HR		1 day		TBD

		Print and email communications delivered to participants		CC		Program Configuration Team/HR		1 day		TBD

		Total Time for Program Kick off						20 days

		Site Goes "Live"

		All Participants have full access to program				ALL				TBD

		Program fully functional and daily operation/management begins		OP						TBD

		PLEASE NOTE:  Work days in each section of the project plan overlap with one another.  As a general rule the total implementation timeline requires 30-52 days.  Program complexity ultimately determines the necessary time required.





Discovery Session Topics

		

		Participation of Internal Teams for Formal Discovery Session

		TECH & FINANCIAL		Topics

		Technology/IT (Enrollment Feeds/Data Discussions)

				Review Enrollment File Template

				Review Budget Template

				Transmission Frequency

				Termination Process

		Financials (Budgets/Reporting)

				Task Reporting

				Invoice Backup Detail

				Custom/Offline Reporting Requirements

				Timeframe/Frequency of Reports

		CREATIVE/COMMUNCATION		Topics

				Website Theme - Template Specs/Process

				Webstie copywriting for content managed pages

				Automated email configuration

				eCard Selections

				Launch Communications

				Email Communication Campaign

				Print Communications

				Reward Account Notification Letter and Transaction Summary

		TRAINING		Topics

				Audience/Content/Frequency

				Train the Trainer

				Additional Training Sessions for full Participant Base

				Hourly Webinars

				PPT Guide requirements

				Email Communication for Training Sessions

		RECOGNITION PROGRAM CONFIGURATION		Topics

				Confirm Program Names

				Recognition Criteria/Levels

				Approval Process

				Online Report Selections

				Reward Set Up Requirements

				User Acceptance Testing Process
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Implementation Timeline

						Sample Recognition Implementation Plan

								AE = Account Executive        
OP = Maritz Operations                         
CC = Client Contact

		Task Activity		Owner		Client Team/Roles		Duration		Date Complete		Status		Notes

		Discovery Session / Recognition Program Design

		Identify Date for Kick-off Meeting		AE/CC		Program Configuration Team/HR		1-2 days		TBD

		Maritz submits approval to start work form		OP				1 day		TBD

		Client signs approval to start work form		CC		Program Configuration Team/HR		1 day		TBD

		Prepare meeting agenda and participants for Discovery Session		OP				1-3 days		TBD

		Conduct Discovery Session at Client Site:  (1) Review existing programs, (2) Determine needs, (3) Discuss program training and communications requirements, (4) Discuss file layouts.  (5) Review Goal Attainment Module and communications		AE/CC/OP		Technology/Financial; Creative/Communications Marketing Teams; Training Teams; Program Configuration Team/HR		2-3 days		TBD				Refer to Tab 1 for additional Information

		Define Budget Owners  template		CC/OP		Program Configuration Team/HR		1 day		TBD

		Recognition Design Grid 
(Program  Rules - who can give, receive, approval structure, etc.)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Programs and Recognition Elements 
(Payout rules, automated email content, communications, implementation schedule)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Define Legal/Financial File Specifications (Accrual and Payroll File)		CC/OP		Program Configuration Team/HR		1 day		TBD

		Working session conducted and complete								TBD

		Total Time to complete Discovery Session						5-10 days

		Contract Review

		Finalize the Letter of Agreement and Statement of Work		OP				5 days		TBD

		Review LOA and SOW & TSOW		CC		Program Configuration Team/HR		5 days		TBD

		Consolidate and approve LOW, TSOW & SOW edits		OP/CC		Program Configuration Team/HR		5 days		TBD

		All contracts approved and signed		CC/ OP		Legal				TBD

		Total Time to complete LOA/SOW						15 days

		Data Set-up and File Transfer & Data Test

		Client submits payroll and accrual file format requirements		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Client submits sample enrollment and budget files for review		CC		Program Configuration Team/HR; Financial		1-2 days		TBD

		Maritz reviews enrollment and budget files and provides feedback		OP				3-5 days		TBD

		Maritz submits test file layouts for Accrual and Payroll		OP						TBD

		SFTP site set up for file transfer		CC/ OP		Technology Group		10 days		TBD

		Total Time to Complete Data Set-up						10 days

		Website Set-up

		Maritz provides standard copy for website and auto emails for client review		OP				1 day		TBD

		Develop overall client site "look and feel" creative based on client feedback at discovery session		OP		Program Configuration Team/HR		7 days		TBD

		Client to supply initial content for main website and automated emails for English		CC		Program Configuration Team/HR		10 days		TBD

		Enter initial client content (Home page, Program page, Rewards page, FAQ's, Contact Us, Automated Emails, Recognition Content)		OP				3 days		TBD

		Maritz loads enrollment and budget files and configures recognition system		OP				3 days		TBD

		Set up complete rewards offering for US and Global participants		OP				15 days		TBD

		Site Testing and Review		CC		Program Configuration Team/HR; Technology Group		5 days		TBD

		Final approval of all English website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Have all content translated for required languages		OP				15 -20 days		TBD

		Load website content and automated emails into stage site for Non-English languages		OP				5 days		TBD

		Final approval of all international (non-English) website content, automated emails and recognition program design		CC		Program Configuration Team/HR		5 days		TBD

		Total Time to Complete Website Set-up						48 days

		Develop Program Announcements and Communication Plan

		Define detailed components of announcement and communications plan determined during working session		OP/CC		Program Configuration Team/HR; Communication Team		1-2 days		TBD

		Finalize all launch communications elements		OP/CC		Program Configuration Team/HR; Communication Team		5 days		TBD

		Total Time for Program Ann and Comm Plan						7 Days

		Administrator & Manager Training

		Maritz provides training sessions for client assigned program Administrator's) and Manager stakeholders		OP/CC		Program Configuration Team/HR		2 days		TBD

		Invitation to Managers for new program training		CC		Program Configuration Team/HR		1 day		TBD

		Conduct Live Training Sessions for managers		AE/OP/CC		Program Configuration Team/HR		2 days		TBD

		Total Time to Complete Training						2 days

		Program Kick-off and Training

		Launch Teaser email development and approval		CC / OP		Program Configuration Team/HR		10- 15 days		TBD

		Communicate/Announce new program		CC		Program Configuration Team/HR		3 days		TBD

		Introductory Flash Message to all Participants		CC		Program Configuration Team/HR		1 day		TBD

		Print and email communications delivered to participants		CC		Program Configuration Team/HR		1 day		TBD

		Total Time for Program Kick off						20 days

		Site Goes "Live"

		All Participants have full access to program				ALL				TBD

		Program fully functional and daily operation/management begins		OP						TBD

		PLEASE NOTE:  Work days in each section of the project plan overlap with one another.  As a general rule the total implementation timeline requires 30-52 days.  Program complexity ultimately determines the necessary time required.





Discovery Session Topics

		

		Participation of Internal Teams for Formal Discovery Session

		TECH & FINANCIAL		Topics

		Technology/IT (Enrollment Feeds/Data Discussions)

				Review Enrollment File Template

				Review Budget Template

				Transmission Frequency

				Termination Process

		Financials (Budgets/Reporting)

				Task Reporting

				Invoice Backup Detail

				Custom/Offline Reporting Requirements

				Timeframe/Frequency of Reports

		CREATIVE/COMMUNCATION		Topics

				Website Theme - Template Specs/Process

				Webstie copywriting for content managed pages

				Automated email configuration

				eCard Selections

				Launch Communications

				Email Communication Campaign

				Print Communications

				Reward Account Notification Letter and Transaction Summary

		TRAINING		Topics

				Audience/Content/Frequency

				Train the Trainer

				Additional Training Sessions for full Participant Base

				Hourly Webinars

				PPT Guide requirements

				Email Communication for Training Sessions

		RECOGNITION PROGRAM CONFIGURATION		Topics

				Confirm Program Names

				Recognition Criteria/Levels

				Approval Process

				Online Report Selections

				Reward Set Up Requirements

				User Acceptance Testing Process
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Standard Reports – Managers
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Personal Objective Report
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Click on  column header to sort. Click on an objective name for details.
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Click on an earning category o view details
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Dealership Discretionary 2500 2500
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‘Selectthe desired standard sales iransaction attributes

Please enter the dates for report
Enter From and To dates

From: B o =
or

Selecta date range.

sale Audience:

[CORP_DPRN
CORPDLSP
CORP_SVCR
CORP_SVCM
CORP_SLSR
CORP_SLSM

Product Category:

[Commercial [Add

Enterprise
Residential

Product Type:

Products
Senices

Product:

[ClickPro Software Optimization
rightView Elite

ClickrightOn for Windows

ClickrightOn for Mac

|Small Business Consulting

/Small Business Installation

(Click360 Enterprise Sfware Optimizatit
rightClicked Sute v

Include All Record detail: | Please Select v
Report Rendering Option: | Please Select v,
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Sales Performance Extract Report

Download Detailin_csv format

Sale Period: 050112011 to 082672011
Product Category: Commercial

Product Type: Products

Products: ClickightOn fo Hac Clickiighton fo Windows,ClckPro Safware Optimizatio.rightview e
Sale Audience: CORP_DPRIN, CORP_DLSP, CORP_SVCR, CORP_SVCH, CORP_SLSR, CORP_SLSH
Report Run By: Ronnie Peavey

Report Run O: Aug 25,2011 10145 Al

Page 101

Participant Participant Parent Participan Address3 Email Phone SKU Product Serial

1] Name Role Name Number e Eaming

Total

Total records displayed 5

Page 101
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Summary Rank Report
Click360 Sales Rank

Downlozd CSV.

Click on  column header to sort

Bellai Michael 2 2150000 08012011 100
Camnaw James 3 1550000 08012011 100
Gower, Catnerine 1 2500000 08012011 100

Headstream, Claudetie 5 540000 08012011

Loiacano, Gay 4 800000 08012011

Novoa, Tera 7 400000 08012011
Pompey, Teresa 6 420000 08012011
Winder, Jeffey 260000 08012011
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Management Rank Report
Rule Name:

Click on  column header to sort

Gower, Catherine 1 25,000.00 0810172011 100

Loiacano, Gary 4 8,000.00 0810172011

Top Qualifying* Participant Performance Value: 25,000.00
Lowest Qualifying® Participant Performance Value: 2,600.00

*Performance Values are for participants who are qualified (eligible) to eam in this rule.
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Budget Report

Budget Type Name _ BudgetID_Balance.

Dealership Discrefionary 1 5300.00

Totals:
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Budget Statement - Dealership Discretionary - 1

Missouri Dealership  Balance: 7.900.00

070011 0 10000 Debit
06202011 500.00 00 Adustment  Budgetincrease

06022011 0 50000  Debit Congratulations on  great quarter!
06022011 0 50000  Debit Congratulations on  great quarter!
06022011 0 50000  Debit Congratulations on  great quarter!
06022011 0 50000  Debit Congratulations on  great quarter!
06022011 0 50000  Debit Congratulations on  great quarter!
06022011 10,00000 00 Credit

Back
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Dealership Discretionary Maine Deslership 31000000 250000 7.50000
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Waine Dealership Balance. 750000
DebitAn

081022011 0 000 Debit Congratulations on a great quarer!
081022011 0 000 Debit Congratulations on a great quarer!
081022011 0 Debit Congratulations on a great quarer!
081022011 0 000 Debit Congratulations on a great quarer!
081022011 0 000 Debit Congratulations on a great quarer!
081022011 10,000.00 00 Credt

Back
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