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1. [bookmark: _Toc23173474]Opportunity Summary and Overview
[bookmark: _Toc432767354][bookmark: _Toc432767639]ODCOM Division of Liquor Control is seeking a device maintenance services for the support of 504 handheld scanners for a term of 03/01/20 -06/30/2021 with the option to renew.
DOLC is seeking a comprehensive scanner device support to ensure business continuity, workflow performance and protection of technology investments and avoid costly operational downtime.  
[bookmark: _Toc23173475]Background and Introduction
Handheld scanners play a critical role in Ohio's liquor distribution and inventory management processes.
[bookmark: _GoBack]Each case of liquor is scanned at every point in its lifecycle, from initial receipt at one of Ohio's two distribution centers to its final destination at one of Ohio's 480 contract liquor agencies. Each time Distribution Center or liquor agency staff move liquor from one location to another, it scanned with a handheld scanner that records where the product is at all times. Auditors also use scanners to complete product audits.  

Having a reliable device service provider is critical to ensuring there is no disruption to the operation when handheld scanner devices experience issues.
[bookmark: _Toc23173476]Organization of this Supplement
The functional and technical requirements of this Supplement are organized generally into two (2) groups:
General Solution Requirements (Section 2) including general solution capabilities
Solution Hardware Requirements (Section 3) designed to map out the maintenance solution and meet the requirements of the hardware deployed across the state
1. [bookmark: _Toc23173477][bookmark: _Hlk22646451]General Solution Requirements
[bookmark: _Toc23173478][bookmark: _Hlk20822732]Offeror: Maintenance and Support Requirements
DOLC requires a support program that includes:
· Comprehensive coverage up to and including device replacement that covers accidental damage, wear and tear, damaged accessories, product defects, failures;
· Access to a Technical Support Portal; 
· Telephone-based technical support. (available twelve working hours per weekday, between 7:00 a.m. and 7:00 p.m. (Columbus, Ohio local time);
· 2-day turnaround times for repairs or replacement;
· Online Return Authorization Requests with 24/7 access to online service history reports;
· [bookmark: _Hlk22719729]Preventive maintenance, installation of the latest engineering updates and re-loading of the current factory software or our preferred version.
[bookmark: _Toc23173479]Offeror: Hardware Maintenance and Support Requirements
The image below illustrates Ohio’s 420 liquor agencies and the two DHL warehouses where handheld scanners are used.  Also illustrated is the Division of Liquor Control’s main office.
The Division of Liquor Control and DHL locations hold a small backup set of scanners for use in the case of scanner malfunction, to enable an immediate scanner replacement to avoid operational disruption.
When scanners in use at agencies experience an issue, DOLC facilitates the return and replacement of the malfunctioning scanner, providing the agency with a working scanner from a backup set at DOLC.  DOLC then ships the malfunctioning scanner to the device support service provider for repair or replacement.
When scanners in use at DHL warehouses experience an issue, DHL replaces the malfunctioning scanner with working scanner from a backup set at the DHL warehouse location.  DHL then ships the malfunctioning scanner to the device support service provider for repair or replacement.
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