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Company Summary
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Wheaton Van Lines Inc. -
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1
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Company Capabilities

Technical

Wheaton Van Lines Inc. -

-

27

27

100
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Technical

Wheaton Van Lines Inc. -

-

6

6

100

Pricing

Technical

Wheaton Van Lines Inc. -

-

12

12
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Questionnaire Name: *

Company Summary

Questionnaire Type:

Technical

Questionnaire Description:

SECTION NAME

-

Company Summary

QUESTION NUMBER QUESTION TITLE

1

QUESTION WEIGHT

Please provide a
high-level synopsis
of the Proposer’s
responses to the
RFP, describing
your company's
capability of
providing full service
to all UC Locations
and OMNIA
Partners
Participating Public
Agencies in
providing domestic 100.00%
and international
services. This shall
be a brief overview
that identifies the
main features and
benefits of the
proposed services
and related
products. Please
provide response in
an attachment and
limit to 2 pages.

RESPONSE OPTION Wheaton Van Lines, Inc.

UC_summar_quesionairre_v1_8.4.20.pdf

001734-Dec2019 - RFP- Household Moving, Relocation Services and Related Products
Questionnaire Name: *

Company Capabilities

Questionnaire Type:

Technical

Questionnaire Description:

SECTION NAME

Company capabilities including the supplier's ability to participate in a national program.

QUESTION NUMBER QUESTION TITLE

QUESTION WEIGHT RESPONSE OPTIO Wheaton Van Lines, Inc.

* Describe the Proposer's nationwide network and its ability
to serve customers on a national basis by completing OMNIA
documents and responding to the fo lowing
# of Agents

406 agents nationwide (Bekins has 44 agents domiciled within the state of California.)

# of household moves completed in calendar year 2019

Bekins serves all of the lower 48 states for domestic household goods moving. Through our agents the company can serve virtually the same
area for INTRAstate moving. Through our agents and partners which are affiliate with some of the largest international moving companies
clients can move their employees and staff to and from virtually anywhere in the world.
Bekins has 44 agents domiciled within the state of Cal fornia.

30 754 moves in 2019

Geographic scope of network

Supplier Network

1

Are there any states that you do not serve? Please explain.

10.00%

-

No. Bekins can service any state directly through agents via driver pack-and-haul services or through partnerships. Bekins has 44 agents
domiciled within the state of California.

% of Agents nationwide that are certified as the fo lowing
Small Business Enterprise
Disadvantaged Business Enterprise
Women-Owned Business Enterprise
Minority Business Enterprise
Veteran-Owned Business Enterprise
Service Disabled Veteran-Owned Business Enterprise

The van line does not keep records of this information. By definition a large majority of the 450 network agents would be considered
“Small Business Enterprise.” And within that group there are significant numbers of agents that might meet the other certifications.

Bekins has 44 agents domiciled within the state of Cal fornia. All of our agents are independently owned and operated business that affiliate
with Bekins (or one of its “sister brands”) for INTERstate moving. This is common practice for ALL INTERstate van lines. We do not make
public the majority of the information being requested or we are simply not privy to some of the information (e.g. local and INTRAstate
moving). However we can provide a link to a map that shows our agents and their offices throughout the country. Map attached.
The Bekins network performed 30 754 moves in 2019.

* Provide a isting of all Agents by State. For each of these
Agents, provide the following information
# of household moves completed during 2019
# of trucks
# of employees
Address for Agent

Supplier Network

2

Point of contact

10.00%

-

Cities / regions served by the Agent
Is the agent certified as any of the following?
Small Business Enterprise
Disadvantaged Business Enterprise
Women-Owned Business Enterprise
Minority Business Enterprise
Veteran-Owned Business Enterprise
Service Disabled Veteran-Owned Business Enterprise

The Bekins network is comprised of:
2 000 trucks – about 900 INTERstate qualified tractors and about 1 200 straight trucks.
Bekins Van Lines headquartered in Indianapolis IN has about 125 employees. The 406 agents throughout the network employ thousands
of people including drivers crews office staff etc.
Bekins is headquartered at 8010 Castleton Road Indianapolis IN 46250
Dave Belford is the liaison between the University of California Omnia and Bekins Van Lines.
Dave Belford
317.513.9478
dave.belford@wheatonmoving.com
8040 Caslteton Road
Indianapolis IN 46250
Bekins serves all of the lower 48 states for domestic household goods moving. Through our agents the company can serve virtually the same
area for INTRAstate moving. Through our agents and partners which are affiliate with some of the largest international moving companies
clients can move their employees and staff to and from virtually anywhere in the world. Bekins has 44 agents domiciled within the state of
California.
The van line does not keep records of this information. By definition a large majority of the 450 network agents would be considered
“Small Business Enterprise.” And within that group there are significant numbers of agents that might meet the other certifications.
Copy of Bekins Network Agents_8.3.2020.pdf;Agent Map.pdf

* If awarded, will all Agents in your network comply with the
Supplier Network

3

terms of this agreement? If not, please explain.

3.00%

-

YesTerms & Conditions.pdf
Bekins Van Lines is part of The Wheaton Group one of the largest household goods carriers in the United States. The plan to service the
University of California system includes a centralized approach that allows Bekins visibility of the entire program – whether the move is
local INTRAstate or INTERstate. With moves potentially originating from all corners of the United States inbound to California this vantage
point is critical to providing the kind of move management services The University of California system expects.

Supplier Network
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* Explain in detail your household goods program. If your
firm works with multiple van lines and /or Agents, please
outline the criteria that is used to select the vendor for
household goods move. Describe storage arrangements.

Once a contract is signed by The University of California and Bekins Van Lines all moves will be initiated with the van line’s Move
Management Group. Once the origin of the move has been determined the assigned Move Manager will set up an in-home survey with the
UC employee to determine the accurate size and cost of their move according to the UC contract terms. That survey/walk-through will be
conducted by a local agent that is part of the Bekins network of companies. Virtual surveys are also available if acceptable to the employee.
It is likely that the same agent completing the in-home survey will provide origin services like packing crating and loading the truck for the
INTERstate driver.
2.00%

-

At destination the INTERstate driver will work with another local Bekins network agent to provide unloading and unpacking services as
required into the employee’s new residence. If storage is required in most cases the Move Manager will assign that storage to an agent at
destination – typically the same agent the assisted in unloading unpacking or other destination services.
All agents within the network meet the stringent standards for being an agent as well as those of the federal and state governments for
operating within the states in which they are domiciled or across state lines in the case of an INTERstate relocation.
The entire process is similar if the move is INTRAstate. However the process will be priced and managed by a network agent within the
state of California.
If the employee and UC sign off on the Bekins Estimate/Order for Service the Move Manager will book the move into the system with
pickup and delivery spread dates.
There are a variety of ways quality is tracked and measured throughout the van line enterprise:
Net Promotor Score (NPS) – every transferee (unless otherwise directed by the corporate client) receives a Customer Experience Survey
that ultimately generates an NPS for their relocation. The survey provides voice of the customer feedback that tells the van line what
processes and services are working what needs improvement and what my still need resolution – from the sales process all the way
through claims if relevant. Agents receive recognition at annual events and throughout the course of the year for NPS scores of 50 or
higher.

Supplier Network

5

* Describe the process and metrics that are used to measure
the performance of Agents in your network.

-

-

SPIRE – Agents are measured on 16 empirical datapoints (from estimating accuracy to claims frequency and severity). When minimum
standards are not met their SPIRE qualifications are in jeopardy and require remediation by the van ine through training and consultation.
Agents that earn the minimum satisfactory scores in SPIRE receive recognition and financial awards at annual events. Their awards also are
displayed inside the van line’s enterprise software and are visible to all as a way to help select agents for specific jobs.
Driver Rating – Drivers are rated using a combination of datapoints that produce a one through five rating – one being the highest. Driver
pay is enhanced as their ratings go up – so all have a vested interest in maintaining the quality.
Move Managers – The Move Management team also receives individual NPS scores on a running basis. At any given moment supervisors
can look at Move Managers NPS and provide consultation remediation and correction if they are unsatisfactory.
Bekins_spire_program.pdf
Bekins partners with Crown Relocations for assistance with international shipments. Crown – which has nine offices in the United States
each of which is an interstate agent for Bekins – has been providing transportation services since 1965 and undertakes their own freight
forwarding for air and sea shipments.
Crown’s network spans six continents. Crown has a presence in all of the world’s major markets with on-the-ground staff in 250 offices in
more than 65 countries spanning every time zone. Crown has the capability to provide services in any country our clients need. Crown is
continually expanding its network based on client need and market demand.

Supplier Network

6

* Describe international abilities (if applicable). Outline
services that are performed and which supplier(s) your firm
partners with. Include storage arrangements. Describe the
process in which a l applicable immigration/customs
documentation is received.

-

-

Bekins’ partnership with Crown was formed based on our mutual business philosophies for service quality global geographic coverage
historical performance and cost competitiveness. Based on the latest available transferee satisfaction surveys 96.3 percent of Crown’s
customers were “satisfied” or “very satisfied” with Crown’s performance.
Crown Relocations manages some 100 000 household moves for families moving around the globe each year serving over 2 000
organizations embassies and government bodies. In most cases household goods transportation storage and transit protection is provided
by the company at both origin and destination which brings coordinated consistent quality driven support to the moving process.
Crown is licensed and bonded and their legal qualifications for this contract include:

•Permit to Operate as a Household Goods Carrier (File No. T-125.844) issued by the Public Utilities Commission of the State of California.
•Department of Transportation Household Goods License Number 871113.
•Ocean Transportation Intermediary License No. 8302N by the Federal Maritime Commission Washington D.C. which authorizes Crown to
carry on the business of providing non-vessel operating common carrier services for the provision of transportation by water of cargo via
common carriers between the United States its territories or possessions and foreign countries.
•Ocean Freight Forwarder License No. 1478 by the Federal Maritime Commission Washington D.C. authorizing Crown to carry on the
business of forwarding shipments transported by oceangoing common carriers from the United States its Territories or possessions to
foreign countries

The Bekins account management team for the University of California is an experienced and empowered group with many years of experience in the
employee relocation arena. Dave Belford sales Director for Bekins will be the primary account manager for UC. Belford has multiple accounts in the state
of California and decades of experience. He wi l be the “front line” for the relationship with UC and Omnia available to answer questions track down
information make changes to the program logistics provide reporting and manage the overall marketing of the UC/Omnia program in California and
throughout the country.
As UC and other participating members of the Omnia program initiate moves with Bekins Todd Emrick the Director of Customer Service and Move
Management at the van line will oversee the start of communication and the company’s move management process with the employee. Emrick manages
the Senior Move Managers that work with the transferee from steps A-to-Z of their relocation. Depending on the volume of moves initiated by UC/Omnia
Partners more Senior Move Managers will be added. Senior Move Managers are the most critical cog in the gears that make smooth relocations. They
work with the customer on the day-to-day updates communication and problem resolution that come along with a household goods move. Emrick’s
department is comprised of 12 Senior Move Managers and two working supervisors that all work in concert ensure the transferee’s experience is a good
one throughout the relocation.

* Describe the account management team, and all roles
Account Management and
Customer Service

7

thereunder, that you would assign to the UC system and
OMNIA Partners Participating Agencies if awarded under this
RFP, including senior account manager responsible for the
2.50%
entire agreement and UC relationship and local account
representatives respons ble for each specific UC location.
Include attachment f necessary.

-

The object of centralization is to put move management functions in close proximity to operational functions and to senior executives of the van line in
case escalation decisions need to be made. The Move Management team is across the hall from the entire Operations Department that plans and
dispatches the drivers that execute the relocation process. Operations and Move Management are inextricably intertwined in their work and communicate
throughout the day to make sure each step of the process is on-track.
Centra ization also puts the guts of the process within earshot of the company’s senior executives. At Bekins the Executive Management Team also is
intimately familiar with the Bekins’ accounts and stands ready to participate in problem resolution and account management if necessary. This allows quick
decisions to be made.
Roger Wise is the Regional Sales Director for the California region and he is domiciled in the area to provide support on-the-ground if necessary.
Chris Banguis is the Vice President of Sales Marketing and Move Management and meets with Todd Emrick on a daily basis to stay appraised of account
status and to assist in problem resolution.

Account Management and
Customer Service
Account Management and
Customer Service

Account Management and
Customer Service

8

* What is the average response time for an account
manager(s) to respond to initial requests?

A.J. Schneider is the Executive Vice President of the Bekins network and also wi l be involved in account review account management and problem
resolution if it should become necessary.
There are 44 California agents within the Bekins network. They will work through the central office to ensure consistency of communication and move

1.43%

-

In order to reduce the time from move initiation to response UC/Omnia moves will be initiated directly with the assigned Move Manager.
Response time will be within 12 hours of submitting the request which wi l be done via Initiation form or email to: UCRelo@bekins.com

1.43%

-

Normal business hours are 8 a.m. until 5 p.m. Pacific time and 8 a.m. until 5 p.m. Eastern Time. If

* Please specify your company’s normal business hours as
9

10

well as your format for providing customer service both
during and after normal business hours.

* Describe your customer service support infrastructure for
admins and end users, including phone, email, and chat.
Provide hours and other pertinent details for each.

1.43%

-

Each transferee will be assigned to a Move Manager that will walk them through the entire move process – from initiation and estimate to
packing paperwork and de ivery. The Move Manager should be the transferee’s primary point of contact and coordination. Move Managers
are available via normal business hours - 8 a.m. until 5 p.m. Pacific time and 8 a.m. until 5 p.m. Eastern Time. Transferees will be provided
phone numbers and email addresses of the Move Manager which will be monitored during business hours. If the Move Manager is
unavailable at the time the transferee calls the transferee will be forwarded to another Move Manager or Supervisor to try to answer the
question or take the information and prepare the primary Move Manager to answer the question as soon as they are available.
UC Admins are welcome to call or email the Move Manager for information as well. In any case the Account Manager Dave Belford also
w ll be available by email or telephone to answer questions or track down pertinent information as necessary.

Account Management and
Customer Service

11

* Explain how your company proposes to resolve any
complaints, or other issues. Please detail your company's
problem resolution and escalation process for customer
complaints and concerns for customers, including your
interactions with Agents.

2.50%

-

The purpose for centralizing Bekins’ approach to Move Management is specifically to ensure visibility of each UC move by a variety of van
line personnel who can have a positive effect on its outcome – and who can monitor the process in the case that a challenge arises. If the
assigned Move Manager cannot solve a challenge or provide a satisfactory answer to a transferee the Move Manger will escalate the
challenge to the Director of Customer Service and Move Management whose office is in close proximity to the van line’s Operation
Department. The Director is empowered to resolve many issues affecting a transferee’s convenience and comfort and participates directly
with Operations personnel to resolve traffic and planning issues. If the Director cannot resolve a challenge or believes the transferee needs
to speak to an executive he can elevate the discussion to the Vice President of Sales Marketing & Move Management or the Executive Vice
President of the van line.
On-the-ground the transferee will be working with Origin Agents Destination Agents and Drivers in between their “old” and “new” homes.
Having an assigned Move Manager allows the transferee to maintain a single point-of-coordination if there are specific challenges with
agents crews or drivers. The Move Manager and/or a supervisor or executive can reach out to agents – so the transferee doesn’t have to –
to resolve concerns that might arise.
Bekins’ overall performance standards measurement system is called SPIRE. The purpose of the Spire program is to combine customer
feedback with claims data and other service
excellence performance metrics to foster a customer-centric culture aimed at consistently providing an excellent moving experience. It is
also designed to be used by agents and the van line to monitor performance and identify and reward those that are providing an excellent
customer experience. The program also a lows for identification of areas in which agents might need to improve. Every agent has access to
their own scores and performance measurements via an electronic dashboard that provides them with essentia ly real time access to their
information and allows them to gain insight into their performance in the areas of estimating accuracy packing and moving services billing
accuracy and customer satisfaction as well as the customer experience. Agents that achieve specific levels of excellence in a variety of 16
categories are rewarded for their efforts.

* Please specify your company’s performance standards in
the following service categories and provide your company’s
definitions of the service categories, and the methods used
for measuring your performance

Account Management and
Customer Service

12

Consu tation/estimates

2.50%

-

Packing and moving services

One portion of the Spire award program has been designed to incorporate feedback from the customer's perception of the service provided
during their move. Agent performance and rating in this section is based on customers' responses from the customer surveys we receive
from customers. Part of that rating is based on Net Promoter Score® (NPS®).

Invoice/bil ing accuracy

See the attached document for the details of:
•Consultation/estimates
•Packing and moving services
•Invoice/billing accuracy
•Client service satisfaction
Bekins_spire_program.pdf;1157 Bekins CXR_12.2015.pdf;qap_chart.png
Bekins is open to discussions about specific UC Service Level Agreements (SLAs). If agents and drivers do not perform to minimum van line
standards their compensation and benefits can be directly affected.

Client service satisfaction

Account Management and
Customer Service

Account Management and
Customer Service
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* In the event that en you don t meet the above performance
measures, what usually are the remedies and/or penalties?

2.50%

-

Already in place is a performance guarantee that ensures a transferee’s household goods (on an INTERstate shipment) of 3 500 pounds or
greater will be delivered within the agreed upon delivery spread. For each day the van line delivers outside of the spread the employee will
be entitled to $150 per day.
In addition the van line’s training staff identifies agents and drivers that might be performing below standards and implements continuous
improvement training to bring those agents back up to standards in whatever category they might be deficient. If agents continue to
perform below standards they would not be used on corporate accounts such as UC. In addition further violations of standards could result
in a dismissal from the agency network.

14

* If an employee does not adequately perform required
duties, what is the process for providing corrective action?

1.43%

-

The van line has an extensive performance measurement system as listed above. Van Line employees of the headquarters receive regular
employee assessments and reviews that have a direct effect on their ability to receive annual bonuses and wage increases. Spec fically
Senior Move Managers who work in the Move Management area of the company receive a real-time Net Promotor Score which gives
insight into their performance with customers and the Customer Experience they are providing. Low NPS scores are flagged and an
improvement plan is put into place for the Senior Move Manager.
Each of the 406 agents in the Bekins network have their own employees and system for corrective action.
Each transferee will be assigned to a Move Manager that will walk them through the entire move process – from initiation and estimate to
packing paperwork and de ivery. The Move Manager should be the transferee’s primary point of contact and coordination. Move Managers
are available via normal business hours - 8 a.m. until 5 p.m. Pacific time and 8 a.m. until 5 p.m. Eastern Time. Transferees will be provided
phone numbers and email addresses of the Move Manager which will be monitored during business hours. If the Move Manager is
unavailable at the time the transferee calls the transferee will be forwarded to another Move Manager or Supervisor to try to answer the
question or take the information and prepare the primary Move Manager to answer the question as soon as they are available.

Account Management and
Customer Service

15

* Who will work directly with the customer to coordinate the
household move? How is this individual assigned, and how
do they communicate with the customer?

1.43%

-

UC Admins are welcome to call or email the Move Manager for information as well. In any case the Account Manager Dave Belford also
w ll be available by email or telephone to answer questions or track down pertinent information as necessary.
Bekins Move Management process consists of a well-developed set of calls and contacts at critical junctures during the move process.
Typically this consists of 12 spec fic points which are then fi led in with as many contacts as necessary to provide a smooth relocation. Over
many years of honing the process Bekins has determined that the best outcomes come from a conversation between the Move Manager
and the customer. If schedules and logistics prevent that conversation other methods of communication – from ema l to text messaging –
also can be employed.

* Include an example of an invoice. How do you ensure
Account Management and
Customer Service

16

accurate billing for household moving services? Can you
tailor invoices to reflect different business units? If so,
describe your firm’s abilities.

2.50%

-

Every invoice is audited by Bekins’ Revenue Accounting Department to ensure accuracy of billing according to the specific contract terms
agreed to by the client. Our system is flexible and can accommodate the specific needs of a variety of business units. Those customizations
depend entirely on the needs of the client.Bekins Invoice.pdf

There are a variety of third-party services used by network agents to perform some specific tasks including disconnecting and re-connecting
washers and dryers specialty crating of certain household items pianos if necessary and a variety of other tasks. Those third-parties vary
from geography to geography. When those services are used the associated cost is built into the estimate received by the
employee/transferee and often listed as a separate line item. Here are a list of several of the top third-party companies performing some of
the aforementioned services:

•Wine collections need to be shipped via a third-party to ensure proper temperature control etc. Specialized wine movers will be able to
provide customers with the proper shipping supplies packing and unpacking by professionals and temperatures-controlled equipment
from door-to-door. Here are examples of wine moves used by the Bekins network.

Account Management and
Customer Service

17

* Identify any subcontractors or any other staff/personnel
resources outside of your company or affiliated agents that
are typically engaged to assist in performing the work
contemplated under this RFP and the role they play in
performing the services.

https://westernwinevault.com/
-

-

https://thewinemover.com/
https://domainestorage.com/
•Other third-party service companies used by the Bekins network:
https://www.csnsrelo.com/
https://mss1.com/
https://www.custommoversservices.com/moving-services/
http://www.alliancerelocation.com/

Account Management and
Customer Service

18

Account Management and
Customer Service

19

Account Management and
Customer Service

20

* Is your company taking any spec fic actions to protect both
customers and employees in response to COVID-19? Please
2.50%
explain such actions.

* Are employees required to wear a uniform and/or adhere to
a specific dress code? Please explain.

1.43%

-

* Describe your firm’s global footprint and any geographic
limitations to your service delivery.

1.43%

-

* Is your company capable of providing a national program
National Cooperative
Contract

21

National Cooperative
Contract

21.1

National Cooperative
Contract

21.2

National Cooperative
Contract

21.3

National Cooperative
Contract

21.4

-

under this solicitation? If you are unable to propose a national
program due to conflicts with legal obligations or coverage
area, please indicate this and propose a regional or direct
25.00%
solution. UC will evaluate responses in their entirety and
determine award based on the most advantageous.

The Bekins network and its parent company mandated the use of masks for service providers that come into contact with customers and
their household goods. In addition Bekins has issued ongoing communication reiterating the adherence to CDC guidelines for the use of
handwashing hand sanitization personal protective equipment health self-assessments before coming into contact with customers etc.
Each agency within the Bekins network will have its own policies and approach to COVID as well – keeping in mind that agents their crews
and drivers are not employees of the van line – each is an independently owned and operated business which is the same model all major
U.S. van line follow.
While Bekins does not require the use of a specific uniform their agencies are required to provide the proper identification and wear
appropriate branded shirts identifying their local agency and/or their van line brand affilation as part of the Bekins network (which includes
other brands including Bekins Wheaton Stevens and Arpin brands).
Bekins has the abi ity either through its own domestic network or through its international partners to service shipments to and from
virtually any point in the world. Crown Relocations a primary international partner has nearly 200 office worldwide to serve as origin and
destination agencies for transferees.
Bekins has 44 agents domiciled within the state of Cal fornia. All of our agents are independently owned and operated business that affiliate
with Bekins (or one of its “sister brands”) for INTERstate moving. This is common practice for ALL INTERstate van lines.

Yes we are
interested in a
National
Contract and
have no conflict
or legal
obligations.; No
due to legal
Yes we are interested in a National Contract and have no conflict or legal obligations.
obligations or
personal
preference our
response will be
directed to the
UC organization
(please provide
details in
attachment).

If Yes we are interested in a National Contract and have no
conf ict or legal obligations. Please download the attached
'Exhibit A 'Response to National Cooperative Contract for
N/A
UCOP', provide a response, and upload your response to this
question.

Exhibit A.pdf ; Exhibit A.1.pdf

If Yes we are interested in a National Contract and have no
conf ict or legal obligations. Please download the attached
'Exhibit B 'Response to National Cooperative Contract for
N/A
UCOP', provide a response, and upload your response to this
question.

Exhibit B.pdf

If Yes we are interested in a National Contract and have no
conf ict or legal obligations. Please download the attached
'Exhibit F Federal Funds Certifications Form', review,
provide signature, and upload the completed form to this
question.

N/A

Exhibit F.pdf

N/A

Exhibit G.pdf

If Yes we are interested in a National Contract and have no
conf ict or legal obligations. Please download the attached
'Exhibit G New Jersey Compliance Form', complete the
forms, provide signature, and upload the completed form to
this question.

Yes Bekins offers Full Replacement Value Protection (FRVP). The maximum level of liabi ity is released at $6 per pound. For example a
10 000-pound shipment’s maximum value would be placed at $60 000 unless the customer purchases a higher level of coverage.

Insurance / Liability / Claims 22

* Does the supplier o fer fu l value protection for lost or
damaged goods? If so, what is the supplier’s maximum level
of liabil ty?

10.00%

-

Bekins will offer UC/Omnia customers up to $100 000 of FRVP coverage. This means that at a release value of $6 per pound a shipment of
about 16 500 pounds would be fu ly covered under the Bekins FRVP policy.
Customer wanting to purchase a higher level would be able to make that purchase at .85 cents per $100 of value and would be charged on
their invoice for that overage.

Insurance / Liability / Claims 23

* Does the supplier o fer optional coverage above this
maximum level? If so, what is the charge for such coverage? 5.00%

-

.85 cents per $100 of value
C aim sett ement ll be based on the repair or rep acement cost ith no depreciat on appl ed.
f an item cannot be repaired or is lost in transit settlement will be based on the replacement
cost of an item of like kind or quality.
Customer satisfaction is Bekins’ primary concern in all phases of the move – even when
things don’t go as planned. Wheaton’s goal is to create satisfied loyal customers who shouldn’t
be concerned about working through the hassle of claims. That’s why Bekins will put a claims
resolution guarantee in place that w ll pay the transferee $25 per day up to $250 if the claims
resolution letter is not received within 30 days.

Insurance / Liability / Claims 24

* Describe the claims process for lost or damaged goods.

5.00%

-

When customers file a claim (they can contact Bekins’ Claims Department 800.932.7799 or download a form online via the Web site (www.bekins.com)
they w ll receive a letter of introduction from their claims representative as well as a phone call to discuss the process and offer assistance.
Bekins wi l strive to resolve every claim situation that arises to the satisfaction of the
customer so they remain a loyal fan of their relocation experience. When a claim is received by
Bekins at its headquarters in Indianapolis Ind. the adjuster wi l:
1. Assign for repairs or
2. Pay the claim or
3. Explain why the claim cannot be accepted based on the paperwork and the
results of the discovery process.
f a repair firm is assigned Wheaton requests the firm contact the customer within 48 hours of
receiving the assignment and handle the claims within 30 days of receipt by Wheaton.
Summary:
•Client must submit claim within nine months of de ivery date
•A claims settlement offer will be made within 30 days
•Account will have a speci ic claims manager for all of the employer’s transferees
•Typically as part of the claims process each claim is evaluated and determined if further inspection is needed. If repair is deemed possible a repair firm
will be assigned. If repair is not possible an offer of replacement item of like quality will be offered.
•An electronic claims form will be provided to the transferee at the beginning of the claims process for submission
•The transferee will receive an adjuster acknowledging that the claim has been received within three to five business days

Insurance / Liability / Claims 25

Insurance / Liability / Claims 26

* How often were claims filed for lost or damaged goods, as a
percentage of all household moves, in 2019?

* What was the average dollar amount for a claim for lost or
damaged goods in 2019?

3.00%

-

8 percent

2.00%

-

$900

* Provide a summary report of all household moves
conducted by the Supplier on behalf of UC campuses and
customers during calendar year 2019. The report should
include the following for each move
1. Origin Zip Code

2. Destination Zip Code
Historical Data

27

3. Weight
4. Shipment Date
5. Cost
6. Other special charges (peak, fuel, etc)

-

-

See AttachedUC Moves.png

001734-Dec2019 - RFP- Household Moving, Relocation Services and Related Products
Questionnaire Name: *

Sustainability

Questionnaire Type:

Technical

Questionnaire Description:

SECTION NAME

-

Please complete questions below in full detail, as Sustainability is a high priority for the University of California.

QUESTION NUMBER

1

QUESTION TITLE

* University of California Policy Bidder shall
describe their Company’s commitment to sustainable
practices as it applies to their service. Refer to the
University of California’s Presidential Policy on
Sustainable Practices, and align Bidder’s response
with the applicable categories outlined in the policy
statements.

QUESTION WEIGHT

20.00%

RESPONSE OPTIONS Wheaton Van Lines, Inc.

-

The primary areas in which the Bekins system is able to utilize sustainable practices in executing household
goods relocations is in the area of used boxes and packing materials as well as warehouse lighting. Many
agents offer their customers used packing materials as a way to save costs and to create a lighter footprint on
the environment. Certain types of cartons can be re-used several times. However, as the COVID pandemic
continues to rage, it’s likely that practice will be lessened temporarily. In addition, Bekins network agency
owners have begun shifting to more sustainable lighting for warehouses across the country which are both
energy and cost efficient.
Many Bekins agents within the network also participate in a program called Move For Hunger, a not-for-profit
organization that works with moving companies to collect unwanted non-perishable food items from
customers so they are not thrown out and wasted during preparation for relocation.

* Environmentally Responsible Packing Materials

-

2

-

3

-

4

UC encourages its Suppliers to utilize environmentally
responsible packing materials and recycling practices.
Furthermore, all packaging must be compliant with the
Toxics in Packaging Prevention Act (AB 455) and
must meet all additional standards and requirements 20.00%
set forth in the UC Sustainable Practices Policy.
Describe the Proposer’s program(s) for fulfilling these
requirements and minimizing the adverse effects of
packaging on the environment.

-

Yes

20.00%

-

Wherever possible, Bekins retires older, less fuel efficient tractors (trucks) and replaces them with new
models that meet more stringent guidelines for fuel efficiency and a smaller environmental footprint.

20.00%

-

See answer to question 1 above.

Yes (I
acknowledge); No

Yes (I acknowledge)

-

Bekins does not have the ability to track diversity and inclusion among its 400-agent network.

* Sustainable Transportation Describe the
Proposer’s program(s) for promoting sustainable
transportation practices and to reduce the
environmental footprint of the Proposer organization’s
transportation operations.

* Sustainable Operations Descr be the Proposer’s

-

5

program(s) for promoting sustainable practices within
the Proposer’s offices, warehouses, and other
fac lities.

* Supplier(s) awarded a system-wide agreement as a
result of this RFP will be required to register and
participate in an assessment of their sustainability
practices and procedures through the EcoVadis
Corporate Social Respons bi ity (CSR) monitoring
platform. For more information on the EcoVadis
platform and costs associated w th an assessment,
please see the EcoVadis Supp ier Solutions Website here https //www.ecovadis.com/us/supplier-solutions2/. Please acknowledge that you have read,
understand and accept compliance to this
requirement.

* Does your company incorporate workplace diversity

-

6

and inclusion as part of its employment practices and
provide documentation of such practices (e.g.
partnerships, career fairs, job boards)? Does your
company track its diversity makeup to include gender, 20.00%
age, race, and tenure (if applicable) by job level? If
yes, please provide a brief explanation.

* Price Extension for UC and Participating Public

-

10

Agencies:
May the pricing and terms of this agreement be
extended to UC employees who arrange and pay for
services directly with the Supplier?

12.50%

-

•May the pricing and terms of this agreement be extended to UC employees who arrange and pay for services directly with the Supplier? Yes –
however – it’s critical that the employee procure those services via the channels laid out by Bekins in order to ensure they receive the proper
contract terms.
•May the pricing and terms of this agreement be extended to other UC-affiliated individuals (students retirees alumni)? Yes – however – it’s critical
that the employee procure those services via the channels laid out by Bekins in order to ensure they receive the proper contract terms.
•May a customer pay directly to your firm? Yes – however – it’s critical that the employee procure those services via the channels laid out by Bekins
in order to ensure they receive the proper contract terms.

-

N/A

-

Based on the use of the BVL-100 Tariff transferees will not pay for necessary shuttle costs at destination.

May the pricing and terms of this agreement be
extended to other UC-affiliated individuals (students,
retirees, alumn )?

-

11

-

12

May a customer pay directly to your firm?
Describe any additional discounts or rebates and
cred ts available. Additional discounts or rebates
may be o fered for business volume, managing the
business process, large orders, single ship to
location, growth, annual spend, guaranteed quant ty,
etc.
Provide any additional information relevant to this
section, including any special order, value add,
promotional programs, etc. Spec fy any that may be earned.

EXHIBIT A
RESPONSE FOR NATIONAL COOPERATIVE CONTRACT

1.0

Scope of National Cooperative Contract
Capitalized terms not otherwise defined herein shall have the meanings given to them in
the Master Agreement or in the Administration Agreement between Supplier and OMNIA
Partners.
1.1

Requirement
The University of California (hereinafter defined and referred to as “Principal
Procurement Agency”), on behalf of itself and the National Intergovernmental
Purchasing Alliance Company, a Delaware corporation d/b/a OMNIA Partners,
Public Sector (“OMNIA Partners”), is requesting proposals for Household Moving,
Relocation Services and Related Products. The intent of this Request for Proposal
is any contract between Principal Procurement Agency and Supplier resulting from
this Request for Proposal (“Master Agreement”) be made available to other public
agencies nationally, including state and local governmental entities, public and
private primary, secondary and higher education entities, non-profit entities, and
agencies for the public benefit (“Public Agencies”), through OMNIA Partners’
cooperative purchasing program. The Principal Procurement Agency has executed
a Principal Procurement Agency Certificate with OMNIA Partners, an example of
which is included as Exhibit D, and has agreed to pursue the Master Agreement.
Use of the Master Agreement by any Public Agency is preceded by their
registration with OMNIA Partners as a Participating Public Agency in OMNIA
Partners’ cooperative purchasing program. Registration with OMNIA Partners as
a Participating Public Agency is accomplished by Public Agencies entering into a
Master Intergovernmental Cooperative Purchasing Agreement, an example of
which is attached as Exhibit C, and by using the Master Agreement, any such
Participating Public Agency agrees that it is registered with OMNIA Partners,
whether pursuant to the terms of the Master Intergovernmental Purchasing
Cooperative Agreement or as otherwise agreed to. The terms and pricing
established in the resulting Master Agreement between the Supplier and the
Principal Procurement Agency will be the same as that available to Participating
Public Agencies through OMNIA Partners.
All transactions, purchase orders, invoices, payments etc., will occur directly
between the Supplier and each Participating Public Agency individually, and
neither OMNIA Partners, any Principal Procurement Agency nor any Participating
Public Agency, including their respective agents, directors, employees or
representatives, shall be liable to Supplier for any acts, liabilities, damages, etc.,
incurred by any other Participating Public Agency. Supplier is responsible for
knowing the tax laws in each state.
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This Exhibit A defines the expectations for qualifying Suppliers based on OMNIA
Partners’ requirements to market the resulting Master Agreement nationally to
Public Agencies. Each section in this Exhibit A refers to the capabilities,
requirements, obligations, and prohibitions of competing Suppliers on a national
level in order to serve Participating Public Agencies through OMNIA Partners.
These requirements are incorporated into and are considered an integral part of this
RFP. OMNIA Partners reserves the right to determine whether or not to make the
Master Agreement awarded by the Principal Procurement Agency available to
Participating Public Agencies, in its sole and absolute discretion, and any party
submitting a response to this RFP acknowledges that any award by the Principal
Procurement Agency does not obligate OMNIA Partners to make the Master
Agreement available to Participating Procurement Agencies.
1.2

Marketing, Sales and Administrative Support
During the term of the Master Agreement OMNIA Partners intends to provide
marketing, sales, partnership development and administrative support for Supplier
pursuant to this section that directly promotes the Supplier’s products and services
to Participating Public Agencies through multiple channels, each designed to
promote specific products and services to Public Agencies on a national basis.
OMNIA Partners will assign the Supplier a Director of Partner Development who
will serve as the main point of contact for the Supplier and will be responsible for
managing the overall relationship between the Supplier and OMNIA Partners. The
Director of Partner Development will work with the Supplier to develop a
comprehensive strategy to promote the Master Agreement and will connect the
Supplier with appropriate stakeholders within OMNIA Partners including, Sales,
Marketing, Contracting, Training, and Operations & Support.
The OMNIA Partners marketing team will work in conjunction with Supplier to
promote the Master Agreement to both existing Participating Public Agencies and
prospective Public Agencies through channels that may include:
A. Marketing collateral (print, electronic, email, presentations)
B. Website
C. Trade shows/conferences/meetings
D. Advertising
E. Social Media
The OMNIA Partners sales teams will work in conjunction with Supplier to
promote the Master Agreement to both existing Participating Public Agencies and
prospective Public Agencies through initiatives that may include:
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A. Individual sales calls
B. Joint sales calls
C. Communications/customer service
D. Training sessions for Public Agency teams
E. Training sessions for Supplier teams
The OMNIA Partners contracting teams will work in conjunction with Supplier to
promote the Master Agreement to both existing Participating Public Agencies and
prospective Public Agencies through:
A. Serving as the subject matter expert for questions regarding joint powers
authority and state statutes and regulations for cooperative purchasing
B. Training sessions for Public Agency teams
C. Training sessions for Supplier teams
D. Regular business reviews to monitor program success
E. General contract administration
Suppliers are required to pay an administrative fee of 3% of the greater of the
Contract Sales under the Master Agreement and Guaranteed Contract Sales under
this Request for Proposal. Supplier will be required to execute the OMNIA Partners
Administration Agreement (Exhibit B).
1.3

Estimated Volume
The dollar volume purchased under the Master Agreement is estimated to be
approximately $5M annually. While no minimum volume is guaranteed to
Supplier, the estimated annual volume is projected based on the current annual
volumes among the Principal Procurement Agency, other Participating Public
Agencies that are anticipated to utilize the resulting Master Agreement to be made
available to them through OMNIA Partners, and volume growth into other Public
Agencies through a coordinated marketing approach between Supplier and OMNIA
Partners.

1.4

Award Basis
The basis of any contract award resulting from this RFP made by Principal
Procurement Agency will, at OMNIA Partners’ option, be the basis of award on a
national level through OMNIA Partners. If multiple Suppliers are awarded by
Principal Procurement Agency under the Master Agreement, those same Suppliers
will be required to extend the Master Agreement to Participating Public Agencies
through OMNIA Partners. Utilization of the Master Agreement by Participating
Public Agencies will be at the discretion of the individual Participating Public
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Agency. Certain terms of the Master Agreement specifically applicable to the
Principal Procurement Agency (e.g. governing law) are subject to modification for
each Participating Public Agency as Supplier, such Participating Public Agency
and OMNIA Partners shall agree without being in conflict with the Master
Agreement. Participating Agencies may request to enter into a separate
supplemental agreement to further define the level of service requirements over and
above the minimum defined in the Master Agreement (i.e. invoice requirements,
order requirements, specialized delivery, diversity requirements such as minority
and woman owned businesses, historically underutilized business, governing law,
etc.). (“Supplemental Agreement”). It shall be the responsibility of the Supplier to
comply, when applicable, with the prevailing wage legislation in effect in the
jurisdiction of the Participating Agency. It shall further be the responsibility of the
Supplier to monitor the prevailing wage rates as established by the appropriate
department of labor for any increase in rates during the term of the Master
Agreement and adjust wage rates accordingly. Any supplemental agreement
developed as a result of the Master Agreement is exclusively between the
Participating Agency and the Supplier (Contract Sales are reported to OMNIA
Partners).
All signed Supplemental Agreements and purchase orders issued and accepted by
the Supplier may survive expiration or termination of the Master Agreement.
Participating Agencies’ purchase orders may exceed the term of the Master
Agreement if the purchase order is issued prior to the expiration of the Master
Agreement. Supplier is responsible for reporting all sales and paying the applicable
administrative fee for sales that use the Master Agreement as the basis for the
purchase order, even though Master Agreement may have expired.
1.5

Objectives of Cooperative Program
This RFP is intended to achieve the following objectives regarding availability
through OMNIA Partners’ cooperative program:
A. Provide a comprehensive competitively solicited and awarded national
agreement offering the Products covered by this solicitation to Participating
Public Agencies;
B. Establish the Master Agreement as the Supplier’s primary go to market strategy
to Public Agencies nationwide;
C. Achieve cost savings for Supplier and Public Agencies through a single
solicitation process that will reduce the Supplier’s need to respond to multiple
solicitations and Public Agencies need to conduct their own solicitation
process;
D. Combine the aggregate purchasing volumes of Participating Public Agencies to
achieve cost effective pricing.

2.0

REPRESENTATIONS AND COVENANTS
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As a condition to Supplier entering into the Master Agreement, which would be available
to all Public Agencies, Supplier must make certain representations, warranties and
covenants to both the Principal Procurement Agency and OMNIA Partners designed to
ensure the success of the Master Agreement for all Participating Public Agencies as well
as the Supplier.
2.1

Corporate Commitment
Supplier commits that (1) the Master Agreement has received all necessary
corporate authorizations and support of the Supplier’s executive management, (2)
the Master Agreement is Supplier's primary “go to market” strategy for Public
Agencies, (3) the Master Agreement will be promoted to all Public Agencies,
including any existing customers, and Supplier will transition existing customers,
upon their request, to the Master Agreement, and (4) that the Supplier has read and
agrees to the terms and conditions of the Administration Agreement with OMNIA
Partners and will execute such agreement concurrent with and as a condition of its
execution of the Master Agreement with the Principal Procurement Agency.
Supplier will identify an executive corporate sponsor and a separate national
account manager within the RFP response that will be responsible for the overall
management of the Master Agreement.

2.2

Pricing Commitment

Supplier commits the not-to-exceed pricing provided under the Master Agreement pricing is its
lowest available (net to buyer) to Public Agencies nationwide and further commits that if a
Participating Public Agency is eligible for lower pricing through a national, state, regional or
local or cooperative contract, the Supplier will match such lower pricing to that Participating
Public Agency under the Master Agreement.

Yes – we are willing and able to provide a national cooperative contract and we
have no legal conflicts or coverage concerns. However, the national program
Bekins proposes will be independent of any other national program the company
might offer to other entities in the future, or, that currently exist at the time a
contract with Omnia would be signed. Bekins will not match pricing other Bekins
(or parent company) contracts, nor will it guarantee the “lowest price,” nor will it
commit to matching other contract terms that other entities might currently have in
Bekins (or parent company) contracts.
2.3

Sales Commitment
Supplier commits to aggressively market the Master Agreement as its go to market
strategy in this defined sector and that its sales force will be trained, engaged and
committed to offering the Master Agreement to Public Agencies through OMNIA
Partners nationwide. Supplier commits that all Master Agreement sales will be
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accurately and timely reported to OMNIA Partners in accordance with the OMNIA
Partners Administration Agreement. Supplier also commits its sales force will be
compensated, including sales incentives, for sales to Public Agencies under the
Master Agreement in a consistent or better manner compared to sales to Public
Agencies if the Supplier were not awarded the Master Agreement.

3.0

SUPPLIER RESPONSE
Supplier must supply the following information in order for the Principal Procurement
Agency to determine Supplier’s qualifications to extend the resulting Master Agreement
to Participating Public Agencies through OMNIA Partners.
3.1

Company
A. Brief history and description of Supplier to include experience providing
similar products and services.

Bekins Van lines, founded in 1891, is among the finest households goods relocation companies
in the United States. With more than 400 agents in the Bekins network throughout the country
and an approach that focuses on the customer experience, Bekins provides a premier relocation
package to clients and transferees.
Bekins has deep experience in Corporate Account business as well as COD and Military lines of
business. The breadth of experience across all of those lines has informed the creation of the
company’s “service ready” move management process. Bekins is the only van line that provides
move management services to its clients through centralized functions at headquarters (in
Indianapolis, In). While other van lines tend to use a “decoupled” approach, Bekins believes the
centralization provides consistency of customer experience across the enterprise.
As a practical matter, Bekins’s visibility of the entire network is also enhanced through its
centralized system. For example, the Move Managers who are coordinating shipments have
direct access to the Operations group — just down the hall — to discuss traffic and planning
issues, etc. This team approach, in conjunction with agents and drivers on-the-ground, allows for
a seamless experience for both the transferee and the corporate client.
Bekins will maintain this centralized approach for Omnia customers. This provides some distinct
advantages for Omnia’s members and transferees who will have a single point-of-coordination at
the van line’s headquarters. As part of that process, the van line will select an appropriate Bekins
agent within the network to provide service for that customer — from origin to hauling to
destination.
The Bekins network has more than 1,000 trucks/drivers (1,200-1,500 during peak
season) that provide service for its customers.
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B. Total number and location of sales persons employed by Supplier.
Agents of ALL van lines are independently owned and operated companies that represent the van
line’s brand when they perform INTERstate moving services.
•
•
•

Bekins has more than 400 agents within its network
Bekins has thousands of salespeople within its network
Bekins corporate office in Indianapolis, IN employs about 120 people

C. Number and location of support centers (if applicable) and location of corporate
office.
•
•

Bekins corporate office is located at 8010 Castelton Road, Indianapolis, IN, 46250
120 people work for the corporate office
D. Annual sales for the three previous fiscal years.

Bekins is a private company and will not report details of its financials. In general, Bekins has
sales of approximately $110-$120 million annually for the past three years.
a. Submit FEIN and Dunn & Bradstreet report.
[Attach D&B report]
E. Describe any green or environmental initiatives or policies.
The primary areas in which the Bekins system is able to utilize sustainable
practices in executing household goods relocations is in the area of used boxes
and packing materials as well as warehouse lighting. Many agents offer their
customers used packing materials as a way to save costs and to create a lighter
footprint on the environment. Certain types of cartons can be re-used several
times. However, as the COVID pandemic continues to rage, it’s likely that
practice will be lessened temporarily. In addition, Bekins network agency
owners have begun shifting to more sustainable lighting for warehouses across
the country which are both energy and cost efficient.
Many Bekins agents within the network also participate in a program called Move For Hunger, a
not-for-profit organization that works with moving companies to collect unwanted nonperishable food items from customers so they are not thrown out and wasted during preparation
for relocation.
Wherever possible, Bekins retires older, less fuel efficient tractors (trucks) and replaces them
with new models that meet more stringent guidelines for fuel efficiency and a smaller
environmental footprint.
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Describe any diversity programs or partners supplier does business with and how Participating
Agencies may use diverse partners through the Master Agreement. Indicate how, if at all,
pricing changes when using the diversity program. If there are any diversity programs, provide a
list of diversity alliances and a copy of their certifications.
Bekins does not have the ability to track diversity and inclusion among its 400-agent network.

F. Indicate if supplier holds any of the below certifications in any classified areas
and include proof of such certification in the response:
a. Minority Women Business Enterprise
Yes

x

No

If
yes,
list
certifying
___________________________________

agency:

b. Small Business Enterprise (SBE) or Disadvantaged Business Enterprise
(DBE)
Yes
No
If
yes,
list
certifying
___________________________________
c. Historically Underutilized Business (HUB)
Yes
No
If
yes,
list
certifying
___________________________________

agency:

agency:

d. Historically Underutilized Business Zone Enterprise (HUBZone)
Yes
No
If
yes,
list
certifying
___________________________________

agency:

e. Other recognized diversity certificate holder
Yes

No

If
yes,
list
certifying
____________________________________

agency:

G. List any relationships with subcontractors or affiliates intended to be used when
providing services and identify if subcontractors meet minority-owned
standards. If any, list which certifications subcontractors hold and certifying
agency.

Version April 9, 2020

H. Describe how supplier differentiates itself from its competitors.
Centralization – see information supplied for UC and in description above
I. Describe any present or past litigation, bankruptcy or reorganization involving
supplier. none
J. Felony Conviction Notice: Indicate if the supplier
a. is a publicly held corporation and this reporting requirement is not
applicable;
b. is not owned or operated by anyone who has been convicted of a felony;
or – NONE
c. is owned or operated by and individual(s) who has been convicted of a
felony and provide the names and convictions.
K. Describe any debarment or suspension actions taken against supplier
3.2

Distribution, Logistics
A. Each offeror awarded an item under this solicitation may offer their complete
product and service offering/a balance of line. Describe the full line of
products and services offered by supplier.

See information supplied for UC and in description above. Bekins provides
the complete movement of household goods from origin to destination.

B. Describe how supplier proposes to distribute the products/service nationwide.
Include any states where products and services will not be offered under the
Master Agreement, including U.S. Territories and Outlying Areas.
See information supplied for UC and in description above.

C. Describe how Participating Agencies are ensured they will receive the Master
Agreement pricing; include all distribution channels such as direct ordering,
retail or in-store locations, through distributors, etc. Describe how
Participating Agencies verify and audit pricing to ensure its compliance with
the Master Agreement.
See information supplied for UC and in description above. When an agent
books an Omnia move into the Bekins system, they use proprietary software
that contains the correct contract terms for Omnia and its members.
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D. Identify all other companies that will be involved in processing, handling or
shipping the products/service to the end user. NA
E. Provide the number, size and location of Supplier’s distribution facilities,
warehouses and retail network as applicable.
There are 400 agents within the Bekins network. Combined, they have
approximately 8 million square feet of warehouse space throughout the
country.
3.3

Marketing and Sales
A. Provide a detailed ninety-day plan beginning from award date of the Master
Agreement describing the strategy to immediately implement the Master
Agreement as supplier’s primary go to market strategy for Public Agencies to
supplier’s teams nationwide, to include, but not limited to:
i.

Executive leadership endorsement and sponsorship of the award as the
public sector go-to-market strategy within first 10 days

ii.

Training and education of Supplier’s national sales force with
participation from the Supplier’s executive leadership, along with the
OMNIA Partners team within first 90 days

Sample plan:
Marketing relocation services to OMNIA members:
Ensuring that OMNIA members are aware of the relocation services and discounted pricing is a
critical factor in the success of the program. Bekins is committed to helping OMNIA market the
program to its members. In later discovery and dialogue with OMNIA, there may be other
strategies and tactics for creating awareness; however, Bekins will take the following strategic
and tactical approaches to marketing the program:
Objectives:
• Ensure OMNIA members are aware of and understand the relocation benefits afforded to
them as a member of the OMNIA.
•

Make it simple for OMNIA members – and their constituencies – to take advantage of the
relocation benefits.

Strategies:
• Create awareness of the relocation benefits among the OMNIA membership.
•

Create awareness of the program among OMNIA member constituencies.

Tactics:
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•

E-mail welcome to OMNIA member contacts – Once awarded the OMNIA relocation
contract, Bekins will acquire (through OMNIA) a list of appropriate e-mail addresses of
OMNIA member contacts. This list will be kept secure by Bekins and will not be used for
any other purpose but to market OMNIA relocation benefits to members. An initial email will be sent to each OMNIA member contact (e.g. procurement personnel,
relocation managers, human resource professionals, etc.) in order to introduce the new
OMNIA relocation benefits provided by Bekins and to offer assistance in reviewing
relocation policies. In addition, Bekins will offer to contact individual school faculty and
staff to let them know about the benefits as well.

•

Newsletters – In order to obtain maximum exposure amongst the OMNIA members,
Bekins will advertise in the OMNIA newsletter and provide content to be featured in a
vendor showcase. Additionally, with the permission of OMNIA, Bekins also will
subscribe OMNIA member contacts (the same group receiving the welcome e-mail) to
MovingTrends, a monthly electronic newsletter offering relocation advice, tips and
statistics. MovingTrends will contain links to the OMNIA relocation Web site referenced
in the “Create dedicated OMNIA Web site” paragraph of this marketing plan. If OMNIA
member contacts would like to redistribute this newsletter to their constituencies using
their own systems, or provide Bekins with their own e-mail lists, those individuals also
will be added to the distribution lists. Bekins will keep each OMNIA member’s lists
separate and secure and can provide OMNIA with statistics regarding the use of the email newsletter by members (i.e. number of opens, click-throughs, forwards, etc.)

•

Direct Mail campaign – The best “awareness” campaigns are constructed of multiple
opportunities for target audiences to receive information. As such, Bekins believes it’s
important to also utilize direct mail to reach out to OMNIA members and make them
aware of their new relocation services benefits. Bekins will create a direct mail campaign
that will be sent directly to OMNIA member contacts informing them in basic terms of
the new benefits and directing them to the Web site for more information.

•

Call campaign – While OMNIA’s membership is extensive, it represents a manageable
number of personnel who also can be contacted by Bekins personnel directly. The calls
will serve as an introduction to Bekins and the new relocation benefits.

•

Trade Shows/Expos – Bekins will research and target trade shows in the New England
area that may feed into purchasing decisions by OMNIA members. In addition, Bekins
will participate in the annual OMNIA Vendor Expo held every September.

•

Create dedicated OMNIA Web site – Bekins will develop a relocation Web site
specifically devoted to OMNIA members that will provide information about the
relocation program and benefits. The Web site comes complete with moving tips, an
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interactive tool to help transferees understand their estimate, links to useful information,
and more.

B. Provide a detailed ninety-day plan beginning from award date of the Master
Agreement describing the strategy to market the Master Agreement to current
Participating Public Agencies, existing Public Agency customers of Supplier,
as well as to prospective Public Agencies nationwide immediately upon award,
to include, but not limited to:
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i.

Creation and distribution of a co-branded press release to trade
publications

ii.

Announcement, Master Agreement details and contact information
published on the Supplier’s website within first 90 days

iii.

Design, publication and distribution of co-branded marketing materials
within first 90 days

iv.

Commitment to attendance and participation with OMNIA Partners at
national (i.e. NIGP Annual Forum, NPI Conference, etc.), regional (i.e.
Regional NIGP Chapter Meetings, Regional Cooperative Summits, etc.)
and supplier-specific trade shows, conferences and meetings throughout
the term of the Master Agreement

v.

Commitment to attend, exhibit and participate at the NIGP Annual
Forum in an area reserved by OMNIA Partners for partner suppliers.
Booth space will be purchased and staffed by Supplier. In addition,
Supplier commits to provide reasonable assistance to the overall
promotion and marketing efforts for the NIGP Annual Forum, as
directed by OMNIA Partners.

vi.

Design and publication of national and regional advertising in trade
publications throughout the term of the Master Agreement

vii.

Ongoing marketing and promotion of the Master Agreement throughout
its term (case studies, collateral pieces, presentations, promotions, etc.)

viii.

Dedicated OMNIA Partners internet web-based homepage on
Supplier’s website with:
•

OMNIA Partners standard logo;

•

Copy of original Request for Proposal;

•

Copy of Master Agreement and amendments between Principal
Procurement Agency and Supplier;

•

Summary of Products and pricing;

•

Marketing Materials

•

Electronic link to OMNIA Partners’ website including the online
registration page;

•

A dedicated toll-free number and email address for OMNIA
Partners

Sample plan:
Marketing relocation services to OMNIA members:
Ensuring that OMNIA members are aware of the relocation services and discounted pricing is a
critical factor in the success of the program. Bekins is committed to helping OMNIA market the
program to its members. In later discovery and dialogue with OMNIA, there may be other
strategies and tactics for creating awareness; however, Bekins will take the following strategic
and tactical approaches to marketing the program:
Objectives:
• Ensure OMNIA members are aware of and understand the relocation benefits afforded to
them as a member of the OMNIA.
•

Make it simple for OMNIA members – and their constituencies – to take advantage of the
relocation benefits.

Strategies:
• Create awareness of the relocation benefits among the OMNIA membership.
•

Create awareness of the program among OMNIA member constituencies.

Tactics:
• E-mail welcome to OMNIA member contacts – Once awarded the OMNIA relocation
contract, Bekins will acquire (through OMNIA) a list of appropriate e-mail addresses of
OMNIA member contacts. This list will be kept secure by Bekins and will not be used for
any other purpose but to market OMNIA relocation benefits to members. An initial email will be sent to each OMNIA member contact (e.g. procurement personnel,
relocation managers, human resource professionals, etc.) in order to introduce the new
OMNIA relocation benefits provided by Bekins and to offer assistance in reviewing
relocation policies. In addition, Bekins will offer to contact individual school faculty and
staff to let them know about the benefits as well.
•

Newsletters – In order to obtain maximum exposure amongst the OMNIA members,
Bekins will advertise in the OMNIA newsletter and provide content to be featured in a
vendor showcase. Additionally, with the permission of OMNIA, Bekins also will
subscribe OMNIA member contacts (the same group receiving the welcome e-mail) to
MovingTrends, a monthly electronic newsletter offering relocation advice, tips and
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statistics. MovingTrends will contain links to the OMNIA relocation Web site referenced
in the “Create dedicated OMNIA Web site” paragraph of this marketing plan. If OMNIA
member contacts would like to redistribute this newsletter to their constituencies using
their own systems, or provide Bekins with their own e-mail lists, those individuals also
will be added to the distribution lists. Bekins will keep each OMNIA member’s lists
separate and secure and can provide OMNIA with statistics regarding the use of the email newsletter by members (i.e. number of opens, click-throughs, forwards, etc.)
•

Direct Mail campaign – The best “awareness” campaigns are constructed of multiple
opportunities for target audiences to receive information. As such, Bekins believes it’s
important to also utilize direct mail to reach out to OMNIA members and make them
aware of their new relocation services benefits. Bekins will create a direct mail campaign
that will be sent directly to OMNIA member contacts informing them in basic terms of
the new benefits and directing them to the Web site for more information.

•

Call campaign – While OMNIA’s membership is extensive, it represents a manageable
number of personnel who also can be contacted by Bekins personnel directly. The calls
will serve as an introduction to Bekins and the new relocation benefits.

•

Trade Shows/Expos – Bekins will research and target trade shows in the New England
area that may feed into purchasing decisions by OMNIA members. In addition, Bekins
will participate in the annual OMNIA Vendor Expo held every September.

•

Create dedicated OMNIA Web site – Bekins will develop a relocation Web site
specifically devoted to OMNIA members that will provide information about the
relocation program and benefits. The Web site comes complete with moving tips, an
interactive tool to help transferees understand their estimate, links to useful information,
and more.

C. Describe how Supplier will transition any existing Public Agency customers’
accounts to the Master Agreement available nationally through OMNIA
Partners. Include a list of current cooperative contracts (regional and national)
Supplier holds and describe how the Master Agreement will be positioned
among the other cooperative agreements. Bekins cannot commit to this
D. Acknowledge Supplier agrees to provide its logo(s) to OMNIA Partners and
agrees to provide permission for reproduction of such logo in marketing
communications and promotions. Acknowledge that use of OMNIA Partners
logo will require permission for reproduction, as well. yes
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E. Confirm Supplier will be proactive in direct sales of Supplier’s goods and
services to Public Agencies nationwide and the timely follow up to leads
established by OMNIA Partners. All sales materials are to use the OMNIA
Partners logo. At a minimum, the Supplier’s sales initiatives should
communicate:
i.

Master Agreement was competitively solicited and publicly awarded by
a Principal Procurement Agency

ii.

Best government pricing – Bekins cannot commit to this

iii.

No cost to participate

iv.

Non-exclusive

F. Confirm Supplier will train its national sales force on the Master Agreement.
At a minimum, sales training should include:
i.

Key features of Master Agreement

ii.

Working knowledge of the solicitation process

iii.

Awareness of the range of Public Agencies that can utilize the Master
Agreement through OMNIA Partners

iv.

Knowledge of benefits of the use of cooperative contracts
Yes.

G. Provide the name, title, email and phone number for the person(s), who will be
responsible for:
i.
ii.
iii.
iv.
v.
vi.
vii.

Executive Support – Chris Banguis, Vice President, Sales, Marketing &
Move Management
Marketing – Jaymie Shook, Director of Marketing Communications
Sales – Dave Belford, Dir. Of Sales.
Sales Support – Justin Swing, Sales Administrator
Financial Reporting - TBD
Accounts Payable - TBD
Contracts – Justin Swing

H. Describe in detail how Supplier’s national sales force is structured, including
contact information for the highest-level executive in charge of the sales team.
There are 400 agents throughout the country that employ thousands of
salespeople. They will receive information and marketing about the Omnia
account.
I. Explain in detail how the sales teams will work with the OMNIA Partners team
to implement, grow and service the national program. See above.
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I. Explain in detail how Supplier will manage the overall national program
throughout the term of the Master Agreement, including ongoing coordination
of marketing and sales efforts, timely new Participating Public Agency account
set-up, timely contract administration, etc. See information provided to UC as
well as above.
J. State the amount of Supplier’s Public Agency sales for the previous fiscal year.
Provide a list of Supplier’s top 10 Public Agency customers, the total purchases
for each for the previous fiscal year along with a key contact for each. This
information is not available.
K. Describe Supplier’s information systems capabilities and limitations regarding
order management through receipt of payment, including description of
multiple platforms that may be used for any of these functions. Proprietary
software internally.
L. Provide the Contract Sales (as defined in Section 10 of the OMNIA Partners
Administration Agreement) that Supplier will guarantee each year under the
Master Agreement for the initial three years of the Master Agreement
(“Guaranteed Contract Sales”).
$_______.00 in year one
$_______.00 in year two
$_______.00 in year three
To the extent Supplier guarantees minimum Contract Sales, the
administration fee shall be calculated based on the greater of the actual
Contract Sales and the Guaranteed Contract Sales. Cannot make guarantees.
M. Even though it is anticipated many Public Agencies will be able to utilize the
Master Agreement without further formal solicitation, there may be
circumstances where Public Agencies will issue their own solicitations. The
following options are available when responding to a solicitation for Products
covered under the Master Agreement.
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i.

Respond with Master Agreement pricing (Contract Sales reported
to OMNIA Partners).

ii.

If competitive conditions require pricing lower than the standard
Master Agreement not-to-exceed pricing, Supplier may respond
with lower pricing through the Master Agreement. If Supplier is
awarded the contract, the sales are reported as Contract Sales to
OMNIA Partners under the Master Agreement.

iii.

Respond with pricing higher than Master Agreement only in the
unlikely event that the Public Agency refuses to utilize Master
Agreement (Contract Sales are not reported to OMNIA Partners).

iv.

If alternative or multiple proposals are permitted, respond with
pricing higher than Master Agreement, and include Master
Agreement as the alternate or additional proposal.

Detail Supplier’s strategies under these options when responding to a solicitation.
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18.1

Overview of the Spire Award Program

Customer Survey Feedback
Measurement

Question

Responsible Agent
All participating agents, on all
orders, EXCEPT for:

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

70 +
50–69
30–49
10–29
9 or below

Booking Agents (BA) on self or
designated hauled shipments
and self-haul shipments when BA
group hauls the main segment

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

70 +
50–69
30–49
10–29
9 or below

How would you rate the
overall quality of our
salesperson?

Booking Agent

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

95% +
85–94%
75–84%
70–74%
69% or below

Packing

How would you rate the
overall quality of our
packing services?

Agent receiving the most
payment for packing on moves
delivered within the reporting
period (In most moves, this will
be the Origin Agent.)

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Loading

Thinking about those who
loaded your belongings
onto the truck, how would
you rate the overall quality
of our loading services?

If CPU, DCL or SIT at origin –
Origin Agent

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

95% +
85–94%
75–84%
70–74%
69% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

On a scale of 0 to 10, how
NPS –
likely are you to recommend A.) Self or designated hauled
shipments and agent is the
System-Managed Wheaton | Bekins | Stevens
Booking Agent or
to others?
B.) A self-haul and agent's group
hauls the main segment

NPS –
Self-Managed

Salesperson

On a scale of 0 to 10, how
likely are you to recommend
Wheaton | Bekins | Stevens
to others?

Driver

How would you rate the
overall quality of the driver
who handled your move (at
origin/at destination)?

Delivery

Thinking about those who
unloaded your belongings
onto the truck, how would
you rate the overall quality
of our loading services?

Communication

Spire

Rating Scale

How would you rate the
overall quality of our
communications?

All other moves –
Segment 1 Hauling Agent

Segment 1 Hauling Agent

Segment 1 Hauling Agent
If SIT at Destination –
Destination Agent

QAP Agent
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Overview of the Spire Award Program

C. Quality Data
Agents’ performance on claims, estimating accuracy and safety is tracked for the 12 months ending
December 31 of each year and given a rating using a scale of Excellent, Very Good, Good, Fair and Poor.
If an agent does not have any measurable data for any category, a Not Rated status is given and rating is
received.
Methods for measuring current data and the scale for awarding points in each category are shown below.
Metric

Calculation

Packing Claim
Frequency

Determined by dividing the number of the agent's
chargeable packing claims during the reporting period by
the total number of shipments the agent received packing
revenue on in that same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0–1%
2–5%
6–10%
11–14%
15% +

Packing Claim
Dollar Average

Determined by dividing the agent's dollar responsibility
for packing claims during the reporting period by the total
hundred weight of shipments the agent received packing
revenue on in that same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

$0.00–$0.01
$0.02–$0.15
$0.16–$0.39
$0.40–$0.90
$0.91 or more

Hauling Claim
Frequency

Determined by dividing the number of the agent's
chargeable hauling claims during the reporting period by the
total number of shipments hauled by the agent in that same
time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0–1%
2–6%
7–11%
12–16%
17% +

Hauling Claim
Dollar Average

Determined by dividing the agent's dollar responsibility
for hauling claims during the reporting period by the total
hundred weight of shipments hauled by the agent in that
same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

$0.00–$0.01
$0.02–$0.60
$0.61–$1.30
$1.31–$2.00
$2.01 +

Warehouse
Cargo Claim
Frequency

Determined by dividing the total number of warehouse
claims charged against the agent during the reporting period Excellent
by the total number of CPU, DCL and SIT shipments handled Very Good
by the agent in that same time period.
Good
(DCL moves where the OA did not receive revenue for the
Fair
DCL or where load point is Residence, Mini Storage or Other Poor
are not counted as warehouse moves).

=
=
=
=
=

0–1%
2–11%
12–25%
26–33%
34% +

=
=
=
=
=

$0.00–$0.01
$0.02–$0.60
$0.61–$2.00
$2.01–$2.99
$3.00 +

Determined by dividing the agent's dollar responsibility for
warehouse claims during the reporting period by the total
cwt. of shipments CPU, DCL and SIT during that same time
Warehouse Claim period.
Dollar Average
(DCL moves where the OA did not receive revenue for the
DCL or where load point is Residence, Mini Storage or Other
are not counted as warehouse moves).

Spire

Rating Scale

18.1-3

Excellent
Very Good
Good
Fair
Poor
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Metric

Calculation

Rating Scale

Safety Points
Per 1,000 Miles

Determined by adding every recorded mile logged for all
the agent's qualified drivers, dividing this total by 1,000,
and then dividing this total into the total number of safety
violation points charged upon the agent's drivers.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0.00–2.00
2.01–4.00
4.01–6.00
6.01–19.00
19.01 or more

Estimating
Accuracy

Excellent
Very
Good
Determined by calculating the average percentage of
accuracy for each shipment estimated by the agent, using the Good
estimated weight versus the actual weight of the shipment.
Fair
Poor

=
=
=
=
=

90–100%
86–89%
83–85%
80–82%
0–79%

Note about Estimating Accuracy:
1. The following types of shipments are excluded from the estimating accuracy calculation:
a. Shipments that are not designated as household goods (i.e., logistics, trade show, display,
electronics, etc.).
b. Estimating accuracy is only be calculated for shipments that are more than 2,100 lbs.
c. Shipments that were billed with exclusive use.
d. Expedited service.
e. Shipments that were billed with space reservation.
2. The estimated weight is the weight entered at the time the order is planned.
3. On Firm Binding estimates, the estimated weight and the actual weight should be the same.

Spire
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Customer Survey Feedback
Measurement

Question

Responsible Agent
All participating agents, on all
orders, EXCEPT for:

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

70 +
50–69
30–49
10–29
9 or below

Booking Agents (BA) on self or
designated hauled shipments
and self-haul shipments when BA
group hauls the main segment

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

70 +
50–69
30–49
10–29
9 or below

How would you rate the
overall quality of our
salesperson?

Booking Agent

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

95% +
85–94%
75–84%
70–74%
69% or below

Packing

How would you rate the
overall quality of our
packing services?

Agent receiving the most
payment for packing on moves
delivered within the reporting
period (In most moves, this will
be the Origin Agent.)

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Loading

Thinking about those who
loaded your belongings
onto the truck, how would
you rate the overall quality
of our loading services?

If CPU, DCL or SIT at origin –
Origin Agent

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

95% +
85–94%
75–84%
70–74%
69% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

90% +
80–89%
70–79%
65–69%
64% or below

On a scale of 0 to 10, how
NPS –
likely are you to recommend A.) Self or designated hauled
shipments and agent is the
System-Managed Wheaton | Bekins | Stevens
Booking Agent or
to others?
B.) A self-haul and agent's group
hauls the main segment

NPS –
Self-Managed

Salesperson

On a scale of 0 to 10, how
likely are you to recommend
Wheaton | Bekins | Stevens
to others?

Driver

How would you rate the
overall quality of the driver
who handled your move (at
origin/at destination)?

Delivery

Thinking about those who
unloaded your belongings
onto the truck, how would
you rate the overall quality
of our loading services?

Communication

Spire

Rating Scale

How would you rate the
overall quality of our
communications?

All other moves –
Segment 1 Hauling Agent

Segment 1 Hauling Agent

Segment 1 Hauling Agent
If SIT at Destination –
Destination Agent

QAP Agent
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C. Quality Data
Agents’ performance on claims, estimating accuracy and safety is tracked for the 12 months ending
December 31 of each year and given a rating using a scale of Excellent, Very Good, Good, Fair and Poor.
If an agent does not have any measurable data for any category, a Not Rated status is given and rating is
received.
Methods for measuring current data and the scale for awarding points in each category are shown below.
Metric

Calculation

Packing Claim
Frequency

Determined by dividing the number of the agent's
chargeable packing claims during the reporting period by
the total number of shipments the agent received packing
revenue on in that same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0–1%
2–5%
6–10%
11–14%
15% +

Packing Claim
Dollar Average

Determined by dividing the agent's dollar responsibility
for packing claims during the reporting period by the total
hundred weight of shipments the agent received packing
revenue on in that same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

$0.00–$0.01
$0.02–$0.15
$0.16–$0.39
$0.40–$0.90
$0.91 or more

Hauling Claim
Frequency

Determined by dividing the number of the agent's
chargeable hauling claims during the reporting period by the
total number of shipments hauled by the agent in that same
time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0–1%
2–6%
7–11%
12–16%
17% +

Hauling Claim
Dollar Average

Determined by dividing the agent's dollar responsibility
for hauling claims during the reporting period by the total
hundred weight of shipments hauled by the agent in that
same time period.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

$0.00–$0.01
$0.02–$0.60
$0.61–$1.30
$1.31–$2.00
$2.01 +

Warehouse
Cargo Claim
Frequency

Determined by dividing the total number of warehouse
claims charged against the agent during the reporting period Excellent
by the total number of CPU, DCL and SIT shipments handled Very Good
by the agent in that same time period.
Good
(DCL moves where the OA did not receive revenue for the
Fair
DCL or where load point is Residence, Mini Storage or Other Poor
are not counted as warehouse moves).

=
=
=
=
=

0–1%
2–11%
12–25%
26–33%
34% +

=
=
=
=
=

$0.00–$0.01
$0.02–$0.60
$0.61–$2.00
$2.01–$2.99
$3.00 +

Determined by dividing the agent's dollar responsibility for
warehouse claims during the reporting period by the total
cwt. of shipments CPU, DCL and SIT during that same time
Warehouse Claim period.
Dollar Average
(DCL moves where the OA did not receive revenue for the
DCL or where load point is Residence, Mini Storage or Other
are not counted as warehouse moves).

Spire

Rating Scale
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Excellent
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Good
Fair
Poor
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Metric

Calculation

Rating Scale

Safety Points
Per 1,000 Miles

Determined by adding every recorded mile logged for all
the agent's qualified drivers, dividing this total by 1,000,
and then dividing this total into the total number of safety
violation points charged upon the agent's drivers.

Excellent
Very Good
Good
Fair
Poor

=
=
=
=
=

0.00–2.00
2.01–4.00
4.01–6.00
6.01–19.00
19.01 or more

Estimating
Accuracy

Excellent
Very
Good
Determined by calculating the average percentage of
accuracy for each shipment estimated by the agent, using the Good
estimated weight versus the actual weight of the shipment.
Fair
Poor

=
=
=
=
=

90–100%
86–89%
83–85%
80–82%
0–79%

Note about Estimating Accuracy:
1. The following types of shipments are excluded from the estimating accuracy calculation:
a. Shipments that are not designated as household goods (i.e., logistics, trade show, display,
electronics, etc.).
b. Estimating accuracy is only be calculated for shipments that are more than 2,100 lbs.
c. Shipments that were billed with exclusive use.
d. Expedited service.
e. Shipments that were billed with space reservation.
2. The estimated weight is the weight entered at the time the order is planned.
3. On Firm Binding estimates, the estimated weight and the actual weight should be the same.

Spire
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Yes – we are willing and able to provide a national cooperative contract and we have no legal conflicts or
coverage concerns. However, the national program Bekins proposes will be independent of any other
national program the company might offer to other entities in the future, or, that currently exist at the time
a contract with Omnia would be signed. Bekins will not match pricing other Bekins (or parent company)
contracts, nor will it guarantee the “lowest price,” nor will it commit to matching other contract terms that
other entities might currently have in Bekins (or parent company) contracts.

Bekins Van Lines, is among the largest national van lines in the country, and has the
experience, capability and understanding of what it takes to provide an optimal customer
experience for UC faculty, staff, students and alumni. Bekins works with many universities
across the country, including those in California, and has honed its approach specifically for
academic institutions of higher education. In addition, Bekins regularly provides national
programs that encompass a variety of industries and institutions – both public and private –
such as the program sought by Omnia Partners.
With more than 125 years of experience under its belt, Bekins has crafted its centralized
approach to move management to fit the needs of its customers. The program being proposed
by Bekins for UC relies on its network of more than 400 agents across the country and fleet of
more than 1,200 drivers. It’s a centralized plan that allows UC and its transferees to work with a
central point of coordination that has visibility of their relocations across the entire country –
inbound to California, outbound from California, to any points inside or outside of the U.S.
The plan strives to relieve stress and confusion for UC administrators who will work directly with
the Bekins Account Manager, or a Senior Move Manager on a daily basis. Communication is
key in relocation and the entire process is designed to walk a transferee through their move –
from packing and pickup to delivery. Managing all moves through Bekins’ home office provides
UC with a distinct advantage and provides a measure of peace-of-mind.
Senior Move Managers who are responsible for “quarterbacking” the entire move process have
direct access to the Operations Department which is responsible for the planning and
dispatching of drivers throughout the country. This level of visibility ensures that Move
Managers can take corrective action if a move runs into challenges along the way. It also allows
Move Managers to provide the most accurate and up-to-date information to their transferees.
Overall, UC transferees will receive an aggressive pricing model that balances value for the
University and its transferees, with the need to provide service providers (i.e. drivers, agents,
crews) with the compensation they require to provide top notch service.
Each transferee will receive up to $100,000 of Full Replacement Value Protection (FRVP) at no
cost which should cover the vast majority of UC shipments (e.g. up to about 16,500 pounds).
Bekins’ pricing also ensures transferees won’t be surprised by the cost of a shuttle at
destination (the need for a smaller truck to deliver their household goods because a semitractor-trailer won’t fit into a residential area or city street) – it’s covered in the cost of their
move.
Bekins also guarantees that UC shipments will deliver on time with a $150 per day guarantee if
the transferee’s household goods are delivered outside of the agreed upon delivery spread.
Measuring UC customers experience on an ongoing basis is of paramount importance to the
Bekins program. Each customer will be sent an electronic Customer Experience Survey once
their move is complete. The data and feedback (both quantitative and qualitative) provided by
transferees is critical to making positive changes, course corrections and identifying program
deficiencies that require change. This data will be provided to UC as often as desired by UC
program administrators.
Bekins is looks forward to the opportunity to submit this proposal and to work with the University
of California and Omnia Partners moving forward.

