Service Level Standards (SLA)

Sales
Certified Vendors will provide one primary Sales Contact with back-up provisions. 

· Technically competent

· Accessible

· Good follow-up and communication skills

· Must have access to e-mail

Customer Service
The sales team assigned to Yale University must also include an inside customer service 

representative or production planner.

· Technically competent

· Accessible

· Good follow-up and communication skills

· Familiar with the Yale University Print Standards 

Estimating
· Ability to receive quote requests via e-mail or fax

· Acknowledges quote requests within four hours and responds within two business days.

· Written price quotes are mandatory. Reply via e-mail or fax.

· Cost-saving alternatives are encouraged. For any change to our specifications, please provide pricing for our original specifications along with separate prices for your recommended solutions. 

· Estimates will include freight to the destination (FOB-delivered) unless otherwise indicated in the client’s estimate request.

Schedule
· Send proofs to the client within two business days of the receipt of the job, unless otherwise indicated.

· Unless it impacts the delivery schedule, please schedule press OKs on the day shift.

· Communicate schedule changes in writing by e-mail or fax.
· AA costs and their impact on the schedule must be clearly defined and communicated in writing by e-mail or fax.
Billing
· Invoices should be mailed to the buyer within five days of completion of the job.

· Upon completion of all projects handled directly with Yale clients the PSC will need:  a copy of the invoice, the original estimate, Yale purchase order, and a printed sample.
· For projects ordered through RIS, a copy of the invoice and a printed sample will be required.
· Invoice detail will include the clients job/project title, a brief description of the services rendered, the quantity ordered, and the estimated price. Itemize the following services so that we can capture the costs for the appropriate Yale Expenditure codes: graphic design, print/copy, AAs, overs, freight and shipping, mailing services and postage,



 

Delivery
Estimates should include freight to the destination (FOB – delivered) unless otherwise indicated 

in the client’s estimate request. Most campus locations are inside deliveries. 

If the client has indicated RIS as a delivery location, RIS deliveries are accepted between the hours of 8 am and 4 pm, Monday through Friday. Call (RIS) receiving at 203 432-9575 to schedule a delivery before 8 am or after 4 pm. Product should be packed in cartons on pallets—no hampers.

Ownership of artwork/disks/files 

Any preparatory materials that Yale University furnishes to complete a project are owned solely by Yale University. If changes are made to the materials (i.e., manipulation of files), with or without the request of Yale University, the materials remain the property of Yale University.

Return of preparatory materials: 

All artwork, electronic disks, supplied film, and any other preparatory materials given to the supplier by the Yale client will be returned to the client within three (3) business days upon completion of the project.

If you have modified our electronic files, please be sure to post-flight our files and return the modified version to us. 

Preferred Pricing
In addition to providing cost-saving alternatives, Certified Vendors are expected to extend the most competitive price possible to Yale University clients and those requesting estimates on Yale’s behalf.  This translates minimally to a 15% to 25% reduction from “target” or general market pricing. PSC will monitor pricing with periodic market checks. 
Certification Status
Vendor Partners can reference their certification status when communicating with Yale clients, but any written reference to the relationship must be approved by the PSC.  In no case may the Vendor’s Certification Status be referenced in material distributed outside of the Yale community.

The Publishing Services Center (PSC) will publish the list of Certified Vendors on its Web site.

Defining the Reporting Process
Upon completion of a job for a Yale University direct client, the certified vendor will send one sample along with a copy of the invoice, the client’s estimate, Yale Purchase Order, and the PSC Performance Questionnaire/Project Report Card to the PSC for review. For projects ordered through RIS, a copy of the invoice and a printed sample will be required.
A Performance Questionnaire/Project Report Card will be collected from both the Certified Vendor and the Yale client for each project.

Certified Vendors are expected to report key personnel changes (sales contact, CSR contact, plant manager, pressroom foreman, etc.) and service interruptions to the PSC.

PSC’s Role
PSC advisers will play a critical role in the active management of the program. They will help to resolve any issues that may arise between the Yale buyer and the printer. PSC will also randomly spot-check supplier invoices and printed materials to insure that pricing and quality guidelines are being met. 

Supplier performance levels will be monitored and evaluated on an on going basis, with formal 

reviews biannually.
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