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	RFP No. 147-24
Janitorial Services for Various Thornton Locations
Appendix No. 1, RFP Proposal Questions
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[bookmark: _Toc167096300]RFP QUESTIONS

NOTE TO PROPOSING VENDORS:  To standardize the format of all proposals for evaluation, Proposers are required to respond to all questions listed within this RFP and to answer questions in the order listed by Thornton.  We ask that you do not attempt to recreate or reformat this document, as it has been published in Microsoft Word form for your firm to answer questions easier.  

However, if you do recreate this document, you are required restate the question prior to giving your answer to each question by each question shall be numbered in the same order as listed by Thornton.  Failure to comply with this requirement may result in your proposal being declared non-responsive and excluded from further evaluation. 

Should your firm have additional or technical information that supports your proposal outside of the answers you provide to the following questions, your firm may submit that information in your own format as a separate document, uploaded with your final proposal submission by the due date from the Schedule of Events. 

[bookmark: _Toc34827204]


A. [bookmark: _Toc167096301]VENDOR DECLARATION STATEMENT – WHICH GROUP IS YOUR FIRM PROPOSING ON:

Proposing firms are required to declare which group that they are proposing on and providing answers to the proposal questions.  If your firm is capable of being able to provide service on both groups, and your firm is proposing being able to provide all requirements for both systems, then you would select “Both groups”. 

	Proposing Vendors must check at least one of the following that they are submitting a proposal on.

	☐	Group 1 – Indoor Facilities (ABAC, Thorncreek Golf Clubhouse, and Maintenance Shop)

	☐	Group 2 – Outdoor Facilities (Parks and Recreation) 

	☐	Both Group 1 and Group 2 (All Thornton Facilities) 



If your firm has selected “Both Group 1 and Group 1”, your answers to the following proposal questions must address all aspects of how your firm can provide service and has experience for both groups.

B. [bookmark: _Toc167096302]GENERAL VENDOR QUESTIONS:

1) [bookmark: _Toc167096303]Proposing Vendor’s Structure

a) As the proposing Vendor, is your firm the sole provider of the cleaning services, and all related work, including customer service and billing, or will your firm be using a Prime/Subcontractor relationship?  Please check the appropriate box.

☐	Proposing as the Sole Vendor
☐  Proposing as the Prime of a Prime/Subcontractor relationship

Please note that if you have checked the box marked “Proposing as the Prime of a Prime/Subcontractor relationship”, Thornton will require answers from your firm on who the Subcontractor is, including the name, contact information, and proposed staffing of the Subcontractor, and what portions of the RFP’s scope of work will be covered by the Prime and what portions of the RFP’s scope of work will be covered by the Subcontractor, in your answers to all of the following questions.



2) [bookmark: _Toc167096304]General Vendor Summary

a) Full legal company name;

b) Your headquarters address;

c) Primary company contact submitting this proposal, including name, phone number, and email address;

d) Year your firm was established; and

e) A current copy of your firm’s W-9

C. [bookmark: _Toc167096305]REFERENCES:

1) [bookmark: _Toc167096306]References

Please provide five (5) current client references that you have provided service to in the past ten (10) years. Of these references, please list as many as available that are other governmental municipalities (e.g., other Cities, Counties, etc.) as possible.  

a) Include in your client reference information:
i) Name of the municipality or firm;
ii) Client’s headquarters address;
iii) Current reference contact information;
(1) Client’s name and title
(2) Client’s phone number
(3) Client’s email address
iv) Date of signed contract;
v) Ending date of the contract (or “Current” if still ongoing);
vi) Description of services provided to the Client; and
vii) Number of your staff it took to provide services to the Client.

b) Please provide:
i) The total number of current Private Sector clients your firm currently has;
ii) The total number of current Public Sector clients your firm currently has; and
iii) Of these two numbers, how many of these clients are located within Colorado.



D. [bookmark: _Toc167096307]VENDOR ENGAGEMENT TEAM:

1) [bookmark: _Toc167096308]Vendor Engagement Team

a) Thornton’s preference is to have a single, dedicated Vendor account representative.  Who from your firm will be responsible for the day-to-day relationship management with Thornton as an account representative?

b) How many full-time staff does your firm employ that are dedicated to only the cleaning and servicing of your client’s facilities?  This number will not include any office staff.

c) Thornton’s preference is that if a Vendor has a dedicated Customer Service staff, that the Customer Service staff is on-shore in the United States, should we need to seek assistance and cannot reach our account representative.  Does your firm have:
i) A dedicated Customer Service staff?
ii) If so, where is this staff located?
iii) Is this location a general call center for all your clients, or is it a Customer Service team that is dedicated to only your Colorado clients?

E. [bookmark: _Toc167096309]VENDOR ENGAGEMENT:

1) [bookmark: _Toc167096310]Engagement Methodology

Thornton’s expectation is that the awarded Vendor will use their expertise to provide proactive leadership, guidance, and direction to the Thornton, CO team throughout each phase of the contract’s life cycle while working collaboratively to provide service to Thornton and to act accordingly to solve issues when they arise.  Please answer the following questions with this understanding.

a) [bookmark: _Hlk167086648]Having read Section B.8 of the current RFP scope of work, does your firm have any recommendations to Thornton on how to report a maintenance issue when it has been identified by your staff?  Does your firm have any requirements of your staff when they have identified a maintenance issue at a Client’s facility they are actively cleaning?

b) Having read Section B.8 of the current RFP scope of work, does your firm have any recommendations to Thornton on how to report a lack of consumables issue when it has been identified by your staff?  Does your firm have any requirements of your staff when they have identified a lack of consumables issue at a Client’s facility they are actively cleaning?





c) Having read Section B.8 of the current RFP scope of work, how does your firm communicate to your client when a restroom has been vandalized or is “destroyed”?  Is this done through normal communication channels with the worksite superintendent and does it include specifics (e.g., date, time, location, etc.) with pictures as proof that are sent to your client?
i) This does not happen often, but the worksites in which it may occur is Group 2 – Outdoor Facilities for the Thornton Parks and Recreation team.

d) Does your firm have meetings with your clients that are on a regular cadence (e.g., monthly, quarterly, annually) that are used as an informal way to conduct client satisfaction reviews, and/or used to address any concerns your client may have with your firm’s services?
i) If yes, what are your recommendations based on Thornton’s scope of work from this RFP?  How often would you wish to meet with each Thornton Agency to ensure that we have s cohesive working partnership with your firm?  Would those meetings be in-person or virtual in nature?

2) [bookmark: _Toc167096311]New Locations and Changes in Scope of Work

a) Having read Section B.17 of the current RFP scope of work, does your firm have any recommendations to Thornton about memorializing a process to set up a new Thronton facility for a cleaning schedule, should Thornton need your firm’s assistance with cleaning a new worksite?  This includes, but is not limited to, how the site is reviewed prior to cleaning, agreeing to a cleaning frequency and time of service, etc.

b) Having read the current RFP scope of work for all known initial worksites, does your firm have any recommendations to Thornton should it be found out at a later date that Thornton would require additional cleaning services at a worksite, including adding or subtracting from the current scope of work for a particular worksite?  This includes, but is not limited to, adding a regular “deep” cleaning, adding or reducing frequencies of cleaning of a particular worksite, etc.?

F. [bookmark: _Toc167096312]BACKGROUND CHECKS AND TRAINING OF STAFF:

1) [bookmark: _Toc167096313]Background Checks

a) Having read Thornton’s scope of work from this RFP, does your firm perform background checks on your employees prior to hiring them?  
i) If yes, does your firm do that through the Colorado Bureau of Investigation, or some other employment verification process?
ii) If you do not perform background checks prior to hiring, why not?



2) [bookmark: _Toc167096314]Training of Staff

a) What sort of training does your firm provide to its’ employees?  Does this include safety training for slips trips and falls, chemical (hazardous and non-hazardous) training?

3) [bookmark: _Toc167096315]Staff and Client Issues

a) What is your firm’s protocol if one of your staff is found to have damaged a Client’s property, but by accident and not in a malicious manner?

b) What is your firm’s protocol if one of your staff is found to have stolen a Client’s property, whether it be company or personal property?

G. [bookmark: _Toc167096316]VENDOR PROVIDED EQUIPMENT CHECKLIST:

1) [bookmark: _Toc167096317]Vendor Equipment

a) Having read Thornton’s RFP, please confirm what equipment your company will be able to provide to your cleaning staff, through checking the applicable boxes below:

	☐ Dusting rags and/or microfiber cloths
	☐ Vacuum cleaners

	☐ Mop buckets
	☐ Mop handles and mop heads

	☐ Brooms
	☐ Dustpans	

	☐ Squeegees
	☐ Sponges

	☐ Scrapers
	☐ Wipes

	☐ Additional hoses 
	☐ Ladders

	☐ Sharps needle containers
	☐ Bloodborne pathogen kits

	☐ First aid supplies
	☐ Wet floor and caution signs

	☐ Personal Protective Equipment (“PPE”)
	☐ Miscellaneous equipment





b) Having read Section B.7 of the current RFP scope of work, can you please confirm that your firm will be able to provide all necessary cleaning chemicals for your cleaning staff to perform the cleaning services at all of Thornton’s worksites?
	☐ Yes, our firm will provide all the chemicals and those costs are included in our proposed pricing structure.

	☐ No, our firm cannot provide all the chemicals.  We have provided a list within our proposal of all the chemicals we cannot provide as part of our service and pricing structure.



c) Please provide a list of all the chemicals that your firm intends to use during your cleaning services for Thornton.

d) Having read Section B.7 of the current RFP scope of work, is there any equipment that your firm will not be able to provide for your cleaning staff to complete cleaning services at any of Thornton’s worksites?

H. [bookmark: _Toc167096318]WARRANTY OF CLEANING SERVICE OR INSPECTION:

1) [bookmark: _Toc167096319]Verification of Cleaning Services Performed

Thornton’s understanding is that there are many different ways a Vendor may go about communicating to its client that a cleaning has been performed, whether it be via a simple logbook that is kept at a worksite, or though photos taken by the cleaning staff that are time stamped and/or geolocated (e.g., iPhone pictures, location software, etc.).  Thornton’s preference is for a system that can be easily identifiable and verifiable by both Thornton as the client, and the awarded Vendor(s).
a) How does your firm communicate to a client that the cleaning service has actually been performed by your staff at the worksite?  
i) If the communication by your firm to a client is done with a simple logbook that is kept at a worksite and completed by your staff, or through electronic software and photos? 
(1) If through a simple logbook, how does your firm ensure that your staff does not “pencil whip” or backfill cleaning dates in which they did not show up, but are claiming they did perform service?



2) [bookmark: _Toc167096320]Late Start and Unfinished Work 

a) Having read Section B.5 of the current RFP scope of work, what is your firm’s protocol should your cleaning staff show up late to a worksite, which results in the work not being completed in the time allotted and stated by Thornton, prior to the opening of a Thornton worksite?
i) This item is especially important for Group 1 – Indoor Facilities, which are worksites with Thornton staff actively working during their normal business hours.

3) [bookmark: _Toc167096321]Client Follow-up for Non-Performance

a) What are your firm’s recommendations for how a client should communicate to your firm when a client suspects and/or can prove that cleaning has not been performed on a given scheduled day (a “no-show”)?

b) What are your firm’s recommendations for how a client should communicate to your firm when a client suspects and/or can prove that a cleaning is only being partially performed by your firm’s cleaning staff, such as, a cleaning is performed but no floor mopping/vacuuming or no dusting of surfaces was performed during the cleaning?

4) [bookmark: _Toc167096322]Repercussions for Non-Performance

Thornton would like nothing more than for the awarded Vendor(s) to fulfill their duties as the awarded cleaning firm from this solicitation perfectly for every cleaning session at every worksite, however, we also acknowledge that there may be instances where a firm does fall short for a particular cleaning for whatever reason.  When there is a lack of cleaning performed, that shortage on cleaning created by the Vendor then falls upon Thornton staff to clean the area that was missed by the Vendor, which Thornton views as a wholly unacceptable performance by the Vendor.

a) What are your firm’s recommendations for how resolve disputed services or lack of performance by your firm?

b) What are your firm’s requested solutions for remedying non-performance by your cleaning staff at Thornton worksites, including but not limited to, service credits, payment reimbursement, liquated damages, etc.?



I. [bookmark: _Toc167096323]BILLING:

1) [bookmark: _Toc167096324]General Invoicing

a) What is the frequency of your firm’s billing cycle?  Is it done in a standard monthly format?  Or is it done in a non-traditional format, such as quarterly or weekly?

b) Does your invoice include any of the following:  (Check all that apply)
i) ☐  Description of services;
ii) ☐  Worksite name(s)/location(s) where services were performed at;
iii) ☐  Dates or date ranges in which services were performed;
iv) ☐  Price per cleaning of each worksite;
v) ☐  Number of times during a billing period in which service was performed at a specific worksite; and
vi) ☐  Any notes for details for missed services and missed service dates;
vii) In addition to these items, proposing Vendors may also include an example of an invoice that their firm sends to clients.

c) Having read Section B.20 of the current RFP scope of work, is your firm capable of invoicing each End User Agency with their own billing statement, and is your firm capable of billing each worksite under each Agency?
i) Proposing Vendors are to note that currently and in the future with the awarded Vendor(s), Thornton issues purchase orders for each of the following End User Agencies due to their own funding accounts:
(1) Economic Development – the ABAC
(2) Thorncreek – the Clubhouse
(3) Thorncreek – the Maintenance Shop
(4) Parks and Recreation – all outdoor facilities are under one (1) funding account.

2) [bookmark: _Toc167096325]Missed Service Due to Vandalism

a) From a billing perspective, how does your firm handle a situation when your cleaning staff goes to a worksite and finds the restroom to be vandalized or “destroyed”?  Is your client not billed for that day’s scheduled cleaning service at that worksite?



3) [bookmark: _Toc167096326]Billing Disputes

a) How does your firm handle billing disputes if and when a dispute occurs between your firm and a client over a missed (“no-show”) cleaning service by your staff at a client’s worksite?
i) Are there any recommendations for your client when it comes to the billing dispute and how to convey/resolve the dispute with your firm?

b) When a billing dispute is identified, does your firm withhold all invoices for all client worksites until the dispute is resolved?  
i) Example:  The Vendor is awarded for Group 1 – Indoor Facilities, and on May 1st, Thornton identifies that the Vendor did perform the scheduled cleaning at the Thorncreek Clubhouse and Maintenance Shop, but did not perform the scheduled cleaning at the ABAC.  

J. [bookmark: _Toc167096327]VALUE ADDED SERVICES, ADDITIONAL DETAILS, AND CLOSING STATEMENT:

1) [bookmark: _Toc167096328]Value Added Services

a) Please list any additional services that are not previously mentioned within your proposal that are offered or included within the proposal pricing that are offered by your firm, in addition to your adherence to Thornton’s scope of work.  

2) [bookmark: _Toc167096329]Additional Details

a) Please describe in detail any areas that Thornton has not included in this RFP’s scope of work (best practices, missed requirements, etc.) that your team considers to be beneficial, important, relevant, or crucial to the successful implementation of your proposed services.

3) [bookmark: _Toc167096330]Closing Statement

a)  Please provide a brief narrative (one [1] page or less) of how you believe your company’s proposed solution will best serve Thornton’s needs both now, and in the future of the contractual agreement.
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