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Boise\Office Max Survey

This survey was sent to 300 users of the
Boise/Office Max on-line ordering system.
81(27%) people responded.

Survey Highlights :

93%  said product was delivered next
business day.

96%  said correct item was delivered.

96% said price was same/lower than
Staples.

96%  said calls were promptly returned.

97%  said if they had any problems they

were resolved.

(continued inside Boise/Office Max)

R-I-T

FINANCE AND ADMINISTRATION
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This quarter’s purchasing newsletter will be devoted to customer service. In the last
few weeks we surveyed our customers to gain insight as to how well accepted the
transition has been from Staples to Boise/Office Max. We also wanted to know
how we are doing as a department. The first survey was targeted at all office
supply users and questions were relative to the RIT Boise/Office Max relationship.
The second survey was directed to customers of the RIT Purchasing Department.

Our thanks to everyone who took the time to answer our surveys! You've probably
received a survey (or two) in the mail with a crisp one dollar bill attached, a little
incentive to fill out the survey. We are grateful that you participated, even without
the cash incentive! Your responses are appreciated, and the purchasing staff will
use this information to make our department even stronger.

We're very pleased that the responses were overwhelmingly positive on both sur-
veys. The changeover to Boise/Office Max was exceedingly smooth with a 91%
overall approval rating. The survey of our department’s customer service was
rated overall at 97%, a mark that we are very happy with, but will continue to
strive to improve! The highlights of both surveys are included, as are the responses
to actual comments from our customers.

Please remember that comments are welcome at anytime. Especially appreciated
are ideas for improvement and increased efficiency. Again, thanks for your input
and for being part of a continuous improvement process. ® —Tina Karol




(Boise/Office Max continued)

96%  said product met/exceeded their
needs.

66%  were happy with the Boise/Office
Max web site.

91%  said they were satisfied with the

performance of Boise/Office Max.

Comments and responses:

C: When | order something and it is out of
stock, | have to re-order it. It should automati-
cally go on “back order” and be  delivered
when it is in stock.

R: If a product is showing as “out of stock”,
you may submit the order and it will
automatically go on “back order” and ship
when it is in stock.

C: Sometimes the Boise Discount Card rings up
at a higher price than the shelf tag at the retail
store.

R: Office Max has installed "Best Price Logic"
and now you will automatically get the best
deal.

C: The web site is not user friendly.

R: The web site has been overhauled and is
now more user friendly. Please review the site
and send us an e-mail with any additional sug-
gestions. If you would like one-on-one website
training, please contact the Office Max
account representative for RIT, Stephanie
Nurse at 281-4973.

C: A couple of times when | order paper it has
been on “back order”.

R: Paper that is part of the RIT contract should
never be on back order and we have con-
firmed this with our Office Max representative.
If this situation occurs in the future, please
contact Purchasing immediately so that we
may address this situation.

C: | have found items that are priced higher
than | use to pay.

R: If you find an item that is priced higher than
what you used to pay, call Stephanie Nurse at
281- 4973. The item is most likely not a con-
tract item, but can be added as requested.

C: | never know if I'm going to get my back
order or not.

R: The end user is notified by e-mail when an
item goes on back order. We do believe how-
ever, that some e-mails are being blocked by
the RIT fire wall and are working with ITS to
identify a solution. Some customers have delet-
ed the e-mails before reading them as they
may have thought they were unsolicited mar-
keting e-mails.

C: Customer Service does not respond to my
requests.

R: Office Max has assured us that they
respond to customer requests promptly. If you
continue to experience this problem in the
future, please call Purchasing.

C: | can't put items in the cart when browsing
the on-ine store.

R: To be able to browse the catalog and put
items in the cart, make sure you are in "Create
a new order" mode.

Boise\Office Max appreciates our business.
Please call Stephanie Nurse at 585-281-4973
or StephanieNurse@Office Max.com, with any
concerns. m

I Tiichating Verarbment Suwey

This survey was sent to approximately 500 RIT requisitioners and approvers.
105 (21%) users responded. Below are some of the highlights of the survey.

Processing Approved Requisitions

96% said their Purchase Orders were placed in a timely manner.
98% said their rush/emergency orders were accommodated.
90% said policies and procedures were clear.

There were many good comments and suggestions about Oracle and as a result
we have developed a FAQ and “Steps to Place a Requisition”. Both can be
viewed at our website: http://finweb.rit.edu/purchasing. Click on “Oracle”.

Bid and Proposal Processing
88% said bids and proposals were processed timely.
70% said the bidding process was valuable to me.
82% said policies and procedures were clear.

C: I would like to see more pre-qualified vendors.

R: The purchasing web site has "Sources of Supply". Scan the commodities to
see if we have pre-negotiated contracts and pricing. To recommend additional
suppliers to pre-qualify, contact Tina Karol at 475-6803.

C: Have bid templates with “Terms & Conditions” available for use.

R: The purchasing website has “Terms & Conditions” listed. It also has a contract
checklist to help you through the different aspects of a contract. Under "Forms"
you may download a “Request for Proposal” template.

Procurement Cards

100% said P-cards were easy to use.
91% said paper work was easy to manage.
89% said policies and procedures were clear.

C: Would like to have a combined travel card and P-card.
R: We are looking into a combined card, but are not ready to introduce it yet.

C: Provide an annual summary of procurement card spending for my
department.

R: Both the Purchasing and the Controller’s Office can run these reports as
needed. Just call Purchasing at 475-6803 and we will provide the reports.

Purchasing Web Site
97% said it was informative.
93% said it contained enough information.
95% said it was easy to navigate and use.

C: Web site needs to be updated.

R: The website is now being reviewed weekly for accuracy and changes. We
will also be adding more information and functionality to the site regularly.
If you have suggestions for changes or additions, please contact us.

Oracle Purchasing System
93% said Oracle training is sufficient and helpful.
80% said it was easy to enter requisitions.
92% said it was easy to approve requisitions.
78% said it was easy to retrieve information.

C: System is not user friendly, it's slow, etc.

R: Many of the comments on the Oracle system were constraints of the system
that cannot be changed. Other comments were from lack of knowledge of how
the system works. We have added a FAQ for Oracle on the site. We have also
added a summary of the requisition process to the site, which will help the
infrequent user.

Purchasing Staff Members
94% said staff were helpful and knowledgeable.
98% said staff answer the phone in a courteous/professional manner.
98% said staff return voice mail and e-mail in a timely manner.
99% said staff have knowledge of policies and procedures.
96% said staff have a positive problem solving attitude.
98% said staff follow through on commitments.

Almost all the comments on the purchasing staff were positive. We strive to
provide excellent customer serviceand thank you for your support. We will
continue to work hard in order to meet everyone's needs.

Honors
2002 Corporate Development Partner of the Year - Black Business Association
2002 Most Valuable Customer - Wegmans

Memberships
National Association of Educational Buyers

Institute for Supply Management
Upstate New York Regional Minority Purchasing Council




