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AGREEMENT

326
THIS AGREEMENT is made and entered in duplicate as of May 23 2012

for reference purposes only pursuant to a minute order adopted by the City Council of

the City of Long Beach at its meeting on May 22 2012 by and between COMPLETE

OFFICE OF CALIFORNIA INC a California corporation Consultant with a place of

business at 7452 Orangewood Avenue Garden Grove California 92841 and the CITY

OF LONG BEACH a municipal corporation City

WHEREAS City requires specialized services requiring unique skills to be

performed in connection with a Citywide office supply program Project and

WHEREAS City has selected Consultant in accordance with Citys

administrative procedures and City has determined that Consultant and its employees

are qualified licensed if so required and experienced in performing these specialized

services and

WHEREAS City desires to have Consultant perform these specialized

services and Consultant is willing and able to do so on the terms and conditions in this

Agreement

NOW THEREFORE in consideration of the mutual terms covenants and

conditions in this Agreement the parties agree as follows

1 SCOPE OF WORK OR SERVICES

A Consultant shall furnish specialized services more particularly

described in Exhibit A attached to this Agreement and incorporated by this

reference in accordance with the standards of the profession and City shall pay

for these services in the manner described below not to exceed One Million Three

Hundred Thousand Dollars1300000 annually at the rates or charges shown

in Exhibit B

B Consultant may select the time and place of performance for

these services provided however that access to City documents records and the
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like if needed by Consultant shall be available only during Citysnormal business

hours and provided that milestones for performance if any are met

C Consultant has requested to receive regular payments City

shall pay Consultant in due course of payments following receipt from Consultant

and approval by City of invoices showing the services or task performed the time

expended if billing is hourly and the name of the Project Consultant shall certify

on the invoices that Consultant has performed the services in full conformance

with this Agreement and is entitled to receive payment Each invoice shall be

accompanied by a progress report indicating the progress to date of services

performed and covered by the invoice including a brief statement of any Project

problems and potential causes of delay in performance and listing those services

that are projected for performance by Consultant during the next invoice cycle

Where billing is done and payment is made on an hourly basis the parties

acknowledge that this arrangement is either customary practice for Consultants

profession industry or business or is necessary to satisfy audit and legal

requirements which may arise due to the fact that City is a municipality

D Consultant represents that Consultant has obtained all

necessary information on conditions and circumstances that may affect its

performance and has conducted site visits if necessary

E CAUTION Consultant shall not begin work until this

Agreement has been signed by both parties and until Consultants evidence of

insurance has been delivered to and approved by City

2 TERM The term of this Agreement shall commence at midnight on

11 May 29 2012 and shall terminate at 1159 pm on May 28 2013 unless sooner

11 terminated as provided in this Agreement or unless the services or the Project is

completed sooner The parties have the option to renew this Agreement for two 2

additional one 1 year periods
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3 COORDINATION AND ORGANIZATION

A Consultant shall coordinate its performance with Citys

representative if any named in Exhibit C attached to this Agreement and

incorporated by this reference Consultant shall advise and inform Citys
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representative of the work in progress on the Project in sufficient detail so as to

assist Citys representative in making presentations and in holding meetings on

the Project City shall furnish to Consultant information or materials if any

described in Exhibit D attached to this Agreement and incorporated by this

reference and shall perform any other tasks described in the Exhibit

B The parties acknowledge that a substantial inducement to City

for entering this Agreement was and is the reputation and skill of Consultantskey

employee Eileen Brobst City shall have the right to approve any person

proposed by Consultant to replace that key employee

4 INDEPENDENT CONTRACTOR In performing its services

Consultant is and shall act as an independent contractor and not an employee

representative or agent of City Consultant shall have control of Consultantswork and

the manner in which it is performed Consultant shall be free to contract for similar

11 services to be performed for others during this Agreement provided however that

11 Consultant acts in accordance with Section 9 and Section 11 of this Agreement

11 Consultant acknowledges and agrees that a City will not withhold taxes of any kind from

Consultantscompensation b City will not secure workers compensation or pay

unemployment insurance to for or on Consultantsbehalf and c City will not provide

and Consultant is not entitled to any of the usual and customary rights benefits or

privileges of City employees Consultant expressly warrants that neither Consultant nor

any of Consultantsemployees or agents shall represent themselves to be employees or

agents of City

5 INSURANCE

A As a condition precedent to the effectiveness of this
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Agreement Consultant shall procure and maintain at Consultantsexpense for the

duration of this Agreement from insurance companies that are admitted to write

insurance in California and have ratings of or equivalent to AN by AM Best

Company or from authorized non admitted insurance companies subject to

Section 1763 of the California Insurance Code and that have ratings of or

equivalent to AVIII by AM Best Company the following insurance

a Commercial general liability insurance equivalent in scope to

ISO form CG 00 01 11 85 or CG 00 01 10 93 in an amount not less than

1000000 per each occurrence and2000000 general aggregate This

coverage shall include but not be limited to broad form contractual liability

cross liability independent contractors liability and products and

completed operations liability City its boards and commissions and their

officials employees and agents shall be named as additional insureds by

endorsement on Citys endorsement form or on an endorsement

equivalent in scope to ISO form CG 20 10 11 85 or CG 20 26 11 85 or

both CG 20 10 07 04 and CG 20 37 07 04 or both CG 20 33 07 04 and

CG 20 37 07 04 and this insurance shall contain no special limitations on

the scope of protection given to City its boards and commissions and

their officials employees and agents This policy shall be endorsed to

state that the insurer waives its right of subrogation against City its boards

and commissions and their officials employees and agents

b Workers Compensation insurance as required by the California

Labor Code and employersliability insurance in an amount not less than

1000000 This policy shall be endorsed to state that the insurer waives

its right of subrogation against City its boards and commissions and their

officials employees and agents

c Professional liability or errors and omissions insurance in an

amount not less than1000000 per claim
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d Commercial automobile liability insurance equivalent in scope

to ISO form CA 00 01 06 92 covering Auto Symbol 1 Any Auto in an

amount not less than 500000 combined single limit per accident

B Any selfinsurance program selfinsured retention or

deductible must be separately approved in writing by Citys Risk Manager or

designee and shall protect City its officials employees and agents in the same

manner and to the same extent as they would have been protected had the policy

or policies not contained retention or deductible provisions

C Each insurance policy shall be endorsed to state that

coverage shall not be reduced non renewed or canceled except after thirty 30

days prior written notice to City shall be primary and not contributing to any other

insurance or self insurance maintained by City and shall be endorsed to state that

coverage maintained by City shall be excess to and shall not contribute to

insurance or self insurance maintained by Consultant Consultant shall notify City

in writing within five 5 days after any insurance has been voided by the insurer or

cancelled by the insured

D If this coverage is written on a claims made basis it must

provide for an extended reporting period of not less than one hundred eighty 180

days commencing on the date this Agreement expires or is terminated unless

Consultant guarantees that Consultant will provide to City evidence of

uninterrupted continuing coverage for a period of not less than three 3 years

commencing on the date this Agreement expires or is terminated

E Consultant shall require that all subconsultants or contractors

that Consultant uses in the performance of these services maintain insurance in

compliance with this Section unless otherwise agreed in writing by Citys Risk

Manager or designee

F Prior to the start of performance Consultant shall deliver to

City certificates of insurance and the endorsements for approval as to sufficiency
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and form In addition Consultant shall within thirty 30 days prior to expiration of

the insurance furnish to City certificates of insurance and endorsements

evidencing renewal of the insurance City reserves the right to require complete

certified copies of all policies of Consultant and Consultantssubconsultants and

contractors at any time Consultant shall make available to Citys Risk Manager

or designee all books records and other information relating to this insurance

during normal business hours
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G Any modification or waiver of these insurance requirements

shall only be made with the approval of Citys Risk Manager or designee Not

more frequently than once a year CitysRisk Manager or designee may require

that Consultant Consultantssubconsultants and contractors change the amount

scope or types of coverages required in this Section if in his or her sole opinion

the amount scope or types of coverages are not adequate

H The procuring or existence of insurance shall not be

construed or deemed as a limitation on liability relating to Consultants

performance or as full performance of or compliance with the indemnification

provisions of this Agreement

6 ASSIGNMENT AND SUBCONTRACTING This Agreement

contemplates the personal services of Consultant and Consultantsemployees and the

parties acknowledge that a substantial inducement to City for entering this Agreement

11 was and is the professional reputation and competence of Consultant and Consultants

11 employees Consultant shall not assign its rights or delegate its duties under this

11 Agreement or any interest in this Agreement or any portion of it without the prior

approval of City except that Consultant may with the prior approval of the City Manager

of City assign any moneys due or to become due Consultant under this Agreement Any

attempted assignment or delegation shall be void and any assignee or delegate shall

acquire no right or interest by reason of an attempted assignment or delegation

Furthermore Consultant shall not subcontract any portion of its performance without the
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prior approval of the City Manager or designee or substitute an approved subconsultant

or contractor without approval prior to the substitution Nothing stated in this Section

shall prevent Consultant from employing as many employees as Consultant deems

necessary for performance of this Agreement

7 CONFLICT OF INTEREST Consultant by executing this

Agreement certifies that at the time Consultant executes this Agreement and for its

duration Consultant does not and will not perform services for any other client which

would create a conflict whether monetary or otherwise as between the interests of City

and the interests of that other client And Consultant shall obtain similar certifications

from Consultantsemployees subconsultants and contractors

8 MATERIALS Consultant shall furnish all labor and supervision

supplies materials tools machinery equipment appliances transportation and services

necessary to or used in the performance of Consultants obligations under this

Agreement except as stated in Exhibit D

9 OWNERSHIP OF DATA All materials information and data

prepared developed or assembled by Consultant or furnished to Consultant in

connection with this Agreement including but not limited to documents estimates

calculations studies maps graphs charts computer disks computer source

documentation samples models reports summaries drawings designs notes plans

information material and memorandum Data shall be the exclusive property of City

Data shall be given to City and City shall have the unrestricted right to use and disclose

the Data in any manner and for any purpose without payment of further compensation to

Consultant Copies of Data may be retained by Consultant but Consultant warrants that

l Data shall not be made available to any person or entity for use without the prior approval

of City This warranty shall survive termination of this Agreement for five 5 years

10 TERMINATION Either party shall have the right to terminate this

Agreement for any reason or no reason at any time by giving fifteen 15 calendar days

prior notice to the other party In the event of termination under this Section City shall
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pay Consultant for services satisfactorily performed and costs incurred up to the effective

date of termination for which Consultant has not been previously paid The procedures

for payment in Section 1B with regard to invoices shall apply On the effective date of

termination Consultant shall deliver to City all Data developed or accumulated in the

performance of this Agreement whether in draft or final form or in process And

Consultant acknowledges and agrees that Citys obligation to make final payment is

conditioned on Consultantsdelivery of the Data to City

11 CONFIDENTIALITY Consultant shall keep all Data confidential and

shall not disclose the Data or use the Data directly or indirectly other than in the course

of performing its services during the term of this Agreement and for five 5 years

following expiration or termination of this Agreement In addition Consultant shall keep

confidential all information whether written oral or visual obtained by any means

1

2

3

4

5

6

7

8

9

10

11

12

whatsoever in the course of performing its services for the same period of time

Consultant shall not disclose any or all of the Data to any third party or use it for

Consultantsown benefit or the benefit of others except for the purpose of this

Agreement

12 BREACH OF CONFIDENTIALITY Consultant shall not be liable for

a breach of confidentiality with respect to Data that a Consultant demonstrates

Consultant knew prior to the time City disclosed it or b is or becomes publicly available

without breach of this Agreement by Consultant or c a third party who has a right to

disclose does so to Consultant without restrictions on further disclosure or d must be

disclosed pursuant to subpoena or court order
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13 ADDITIONAL COSTS AND REDESIGN

A Any costs incurred by City due to Consultantsfailure to meet

the standards required by the scope of work or Consultantsfailure to perform fully

the tasks described in the scope of work which in either case causes City to

request that Consultant perform again all or part of the Scope of Work shall be at

the sole cost of Consultant and City shall not pay any additional compensation to
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Consultant for its reperformance

B If the Project involves construction and the scope of work
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requires Consultant to prepare plans and specifications with an estimate of the

cost of construction then Consultant may be required to modify the plans and

specifications any construction documents relating to the plans and specifications

and Consultantsestimate at no cost to City when the lowest bid for construction

received by City exceeds by more than ten percent 10 Consultantsestimate

This modification shall be submitted in a timely fashion to allow City to receive new

bids within four 4 months after the date on which the original plans and

specifications were submitted by Consultant

14 AMENDMENT This Agreement including all Exhibits shall not be

amended nor any provision or breach waived except in writing signed by the parties

which expressly refers to this Agreement

15 LAW This Agreement shall be governed by and construed pursuant

to the laws of the State of California except those provisions of California law pertaining

to conflicts of laws Consultant shall comply with all laws ordinances rules and

regulations of and obtain all permits licenses and certificates required by all federal state

and local governmental authorities

16 ENTIRE AGREEMENT This Agreement including all Exhibits

constitutes the entire understanding between the parties and supersedes all other

agreements oral or written with respect to the subject matter in this Agreement

17 INDEMNITY

A Consultant shall indemnify protect and hold harmless City its

Boards Commissions and their officials employees and agents Indemnified

Parties from and against any and all liability claims demands damage loss

obligations causes of action proceedings awards fines judgments penalties

costs and expenses including attorneys fees court costs expert and witness

fees and other costs and fees of litigation arising or alleged to have arisen in
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whole or in part out of or in connection with 1 Consultantsbreach or failure to

comply with any of its obligations contained in this Agreement or 2 negligent or

willful acts errors omissions or misrepresentations committed by Consultant its

officers employees agents subcontractors or anyone under Consultantscontrol

in the performance of work or services under this Agreement collectively Claims

or individually Claim

B In addition to Consultantsduty to indemnify Consultant shall

have a separate and wholly independent duty to defend Indemnified Parties at

Consultantsexpense by legal counsel approved by City from and against all

Claims and shall continue this defense until the Claims are resolved whether by

settlement judgment or otherwise No finding or judgment of negligence fault

breach or the like on the part of Consultant shall be required for the duty to defend

to arise City shall notify Consultant of any Claim shall tender the defense of the

Claim to Consultant and shall assist Consultant as may be reasonably requested

in the defense

C If a court of competent jurisdiction determines that a Claim

was caused by the sole negligence or willful misconduct of Indemnified Parties

Consultantscosts of defense and indemnity shall be 1 reimbursed in full if the

court determines sole negligence by the Indemnified Parties or 2 reduced by the

percentage of willful misconduct attributed by the court to the Indemnified Parties

D The provisions of this Section shall survive the expiration or

termination of this Agreement

18 AMBIGUITY In the event of any conflict or ambiguity between this

Agreement and any Exhibit the provisions of this Agreement shall govern

19 COSTS If there is any legal proceeding between the parties to

11 enforce or interpret this Agreement or to protect or establish any rights or remedies under

11 it the prevailing party shall be entitled to its costs including reasonable attorneys fees
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LWppsCtyLaw32WPDocsD023P01600322725 DOC

10



20 NONDISCRIMINATION

A In connection with performance of this Agreement and subject
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to applicable rules and regulations Consultant shall not discriminate against any

employee or applicant for employment because of race religion national origin

color age sex sexual orientation gender identity AIDS HIV status handicap or

disability Consultant shall ensure that applicants are employed and that

employees are treated during their employment without regard to these bases

These actions shall include but not be limited to the following employment

upgrading demotion or transfer recruitment or recruitment advertising layoff or

termination rates of pay or other forms of compensation and selection for training

including apprenticeship

B It is the policy of City to encourage the participation of

Disadvantaged Minority and WomenOwned Business Enterprises in Citys

procurement process and Consultant agrees to use its best efforts to carry out

this policy in its use of subconsultants and contractors to the fullest extent

consistent with the efficient performance of this Agreement Consultant may rely

on written representations by subconsultants and contractors regarding their

status Consultant shall report to City in May and in December or in the case of

short term agreements prior to invoicing for final payment the names of all

subconsultants and contractors hired by Consultant for this Project and information

on whether or not they are a Disadvantaged Minority or WomenOwned Business

Enterprise as defined in Section 8 of the Small Business Act 15 USCSec

637

21 EQUAL BENEFITS ORDINANCE Unless otherwise exempted in

accordance with the provisions of the Ordinance this Agreement is subject to the

applicable provisions of the Equal Benefits Ordinance EBO section 273 et seq of the

11 Long Beach Municipal Code as amended from time to time

28 11 A During the performance of this Agreement the Consultant
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certifies and represents that the Consultant will comply with the EBO The

Consultant agrees to post the following statement in conspicuous places at its

place of business available to employees and applicants for employment

During the performance of a contract with the City of Long Beach

the Consultant will provide equal benefits to employees with spouses and its

employees with domestic partners Additional information about the City of

Long BeachsEqual Benefits Ordinance may be obtained from the City of

Long Beach Business Services Division at 562570 6200

B The failure of the Consultant to comply with the EBO will be

deemed to be a material breach of the Agreement by the City

C If the Consultant fails to comply with the EBO the City may

cancel terminate or suspend the Agreement in whole or in part and monies due

or to become due under the Agreement may be retained by the City The City

may also pursue any and all other remedies at law or in equity for any breach

D Failure to comply with the EBO may be used as evidence

against the Consultant in actions taken pursuant to the provisions of Long Beach

Municipal Code 293 et seq Contractor Responsibility

E If the City determines that the Consultant has set up or used

its contracting entity for the purpose of evading the intent of the EBO the City may

terminate the Agreement on behalf of the City Violation of this provision may be

used as evidence against the Consultant in actions taken pursuant to the

provisions of Long Beach Municipal Code Section 293 et seq Contractor

Responsibility

22 NOTICES Any notice or approval required by this Agreement shall

be in writing and personally delivered or deposited in the US Postal Service first class

postage prepaid addressed to Consultant at the address first stated above and to City at

333 West Ocean Boulevard Long Beach California 90802 Attn City Manager with a

copy to the City Engineer at the same address Notice of change of address shall be
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given in the same manner as stated for other notices Notice shall be deemed given on

the date deposited in the mail or on the date personal delivery is made whichever occurs

I first

23 COPYRIGHTS AND PATENT RIGHTS

A Consultant shall place the following copyright protection on all

Data City of Long Beach California inserting the appropriate year

B City reserves the exclusive right to seek and obtain a patent

or copyright registration on any Data or other result arising from Consultants

performance of this Agreement By executing this Agreement Consultant assigns

any ownership interest Consultant may have in the Data to City

C Consultant warrants that the Data does not violate or infringe

any patent copyright trade secret or other proprietary right of any other party

Consultant agrees to and shall protect defend indemnify and hold City its officials

and employees harmless from any and all claims demands damages loss

liability causes of action costs or expenses including reasonable attorneysfees

whether or not reduced to judgment arising from any breach or alleged breach of

this warranty

24 COVENANT AGAINST CONTINGENT FEES Consultant warrants

that Consultant has not employed or retained any entity or person to solicit or obtain this

Agreement and that Consultant has not paid or agreed to pay any entity or person any

fee commission or other monies based on or from the award of this Agreement If

11 Consultant breaches this warranty City shall have the right to terminate this Agreement

11 immediately notwithstanding the provisions of Section 10 or in its discretion to deduct

from payments due under this Agreement or otherwise recover the full amount of the fee

commission or other monies

25 WAIVER The acceptance of any services or the payment of any

money by City shall not operate as a waiver of any provision of this Agreement or of any

right to damages or indemnity stated in this Agreement The waiver of any breach of this
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Agreement shall not constitute a waiver of any other or subsequent breach of this

Agreement

26 CONTINUATION Termination or expiration of this Agreement shall

not affect rights or liabilities of the parties which accrued pursuant to Sections 7 10 11

17 19 22 and 28 prior to termination or expiration of this Agreement

27 TAX REPORTING As required by federal and state law City is

obligated to and will report the payment of compensation to Consultant on Form 1099

Misc Consultant shall be solely responsible for payment of all federal and state taxes

resulting from payments under this Agreement Consultant shall submit Consultants

Employer Identification Number EIN or ConsultantsSocial Security Number if

Consultant does not have an EIN in writing to CitysAccounts Payable Department of

Financial Management Consultant acknowledges and agrees that City has no obligation

to pay Consultant until Consultant provides one of these numbers

28 ADVERTISING Consultant shall not use the name of City its

officials or employees in any advertising or solicitation for business or as a reference

without the prior approval of the City Manager or designee

29 AUDIT City shall have the right at all reasonable times during the

11 term of this Agreement and for a period of five 5 years after termination or expiration of

11 this Agreement to examine audit inspect review extract information from and copy all

books records accounts and other documents of Consultant relating to this Agreement

30 THIRD PARTY BENEFICIARY This Agreement is not intended or

11 designed to or entered for the purpose of creating any benefit or right for any person or

11 entity of any kind that is not a party to this Agreement
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IN WITNESS WHEREOF the parties have caused this document to be duly

executed with all formalities required by law as of the date first stated above

1 12012

COM OFFICE OF CALIFORNIA

7VDd orPrint Name

2012 By

k Sjcretary
Type or Print Name

Consultant

CITY OF LONG BEACH a municipal
corporatio

Assistant City Manager
2012 By

ity Manager
EXECUTED PURSUANT

City TO SECTION 301 OF
THE CITY CHARTER
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31 General Description of Services

Complete Office is well positioned to orchestrate and implement a strong Green initiative for the COLB
Our experience with being awarded the Green contract with the City of Seattle has well positioned us to
take a proactive role with the COLB to offer new ideas as well as reinforce what works well You will see
through our bid package that we have identified a large number of products thatareconsidered EPP
We have the local dedicated people in place that we will call the COLB Green Team The sole purpose

of this team is to continually strategize on ways we can improve our Green processes with the COLB
You will find that our initial suggestions will move the COLB in the right direction very fast with your
Green initiative We will customize a Green program for the COLB that will meet and exceed all your
goals and objectives

Complete Office will provide a competitive pricing package that includes as many items possible that can
be considered EPP Our robust website will also play a leading role in supporting the green products
initiative to insure end user compliance Our website will also allow for non contract items to be
purchased based off of the rules and approval levels set in place by the COLE

32 Environmentally Preferable Products

Complete Office has a robust program that identifies items that are considered EPP

Reducing Toxicity

Conserving natural resources materials and energy

Maximizing Recycling reusability and utilization of recycled content

Complete will always identify these types of items and weigh the cost vs the benefit to determine for
the COLB if a particular product fits the model If an item is not cost effective then Complete Office will
offer a lower cost alternative that will meet the objectives set forth

Complete will provide the COLB any detail requested regarding EPP items that are suggested in our bid
package Complete will also identify manufacturers that are considered environmentally friendly with
their products and overall processes We will work closely with these vendors to always stay on the
cutting edge of products and services that drive the COLB Green initiatives



33 Samples

Complete Office will provide the COLB with any requested samples at the address and time frame
requested at no charge

34 Work Plan and Methodology

The COLB account team will consist of the following individuals

Ted Walter President Gary McKimmey General Sales Manager Rick Ereth General Operations
Manager Christine Kilby Dedicated Inside customer service Fred Rochal Dedicated Driver Robin

Delnero Accounts receivables and Eileen Brobst Dedicated field representative

The key individuals that would participate in periodic account reviews would be Ted Walter
Gary Mclimmey Eileen Brobst and any other personnel that would contribute to the

content of the meeting

Complete Office is prepared to acquire desk space or an office in the COLB so your dedicated sales rep
Eileen Brobst can work closely with the City to be hands on and provide a level of customer service
unparalleled in the industry

2 Complete Office will establish contracted items that will be accessible on the website via

Contract indicators and favoriteslists for all COLB end users COLB has the ability to restrict or block

items at the end user level There are many ways to set up levels of approval for restricted items or
dollar amounts Complete Office will allow the approved end users access to the internet and catalogs
for a designated approved universe of products

3 Complete Office will provide personal and group training as agreed on by both parties Training
sessions will be ongoing as to insure full compliance with the COLB program guidelines These training
sessions can be carried out in a variety of ways One on Ones Group training and webinars to match the
needs of the training

4 Complete Office will be delivering the COLB products with our own Trucks and drivers which
allow us the flexibility to conform to the COLB delivery requirements We will work with a green
schedule of delivering only on certain days to reduce the Carbon footprint Complete will work with the
COLB to insure a smooth transition from the prior supplier to insure product is delivered without any
delays during the transition We have the capacity and ability to meet any agreed upon time tables set in

place for the transition As an independent company locally serving the COLB we can customize a
delivery program without any red tape or delay

5 Program evaluation will be conducted on a daily basis for the first month with regular business
reviews and input between the COLB and your dedicated field Rep Eileen Brobst After the initial
implementation phase Eileen and Gary will conduct monthly reviews to insure that the program is on
the right path and the kinks are ironed out After the first month we will work with the COLB to conduct
regular business reviews at the requested intervals



35 Ordering Process

Complete Office will work with the COLB to identify approved end users that can place or build orders
When placing orders through our website each end user will have their own login and password that is
unique to them Once the end user accesses our site with their unique login and password they will
automatically be attached to a ship to location and a department or departments that were approved by
the city If an end user calls in using our toll free number and its approved by the COLB our dedicated
customer service team will capture their information and place their order Our dedicated customer
service team will have access to all end user data and will assist with order placement COLB can place
orders via fax using our dedicated fax Complete Office will provide the COLB with an easy order form
to make faxing as simple as possible for the end user and the receiver

Once the order is placed in our system the COLB end user will receive an order acknowledgement of
their order with all the details The COLB user can use the toll free number to call your dedicated
customer service person in regards to questions on back orders or any items that may be out of stock If
the end user places an order and an item is back ordered our customer service team will take the item
off line and try and find a suitable alternative and call the end user for substitution approval This
process is not found anywhere else in the industry Your dedicated customer service person will go
beyond the call of duty to insure product is delivered on time and any suitable alternatives are being
proactively presented to the end user

36Website

Complete Office has a robust web site that will allow us to identify the selected COLB employees Ship to
addresses department names and locations with default credit card billing The COLB will be able to see
their ship to location and departments but will not have access to any credit card information The credit
card information will be imbedded for security reasons Our web site will allow end users to view
products and pricing as well as place orders The chosen City personnel assigned as a system
administrator will have the ability to manage end users

We want to underscore that website training will be an ongoing process with groups of end users or
individually These training sessions will be in concert with the needs of COLB



37 Customer Service

The level of customer service that you can expect from Complete Office is truly what sets us apart from
everyone else in our industry Our ability to be flexible and think out of the box will benefit the COLB
with customer expectations as well as service levels that you may not be receiving today

1 Customer Service Organization Structure

Eileen Brobst Dedicated Field Rep

Gary McKimmey Dedicated Sales Manager

Christine Kilby Dedicated inside support

Michael Remillard Dedicated EC Commerce Support

Robin Delnero Dedicated Accounts Receivables

Rick Ereth Dedicated General Operations Manager

Ted Walter Dedicated President



2 Contact Process

Christine Kilby Dedicated Inside Customer Service Support

Phone 877 556 7070

Email ckilbv@completeofficecacom

Fax 858 4357075

Eileen Brobst Dedicated Field Rep

Phone 714 334 4654

Email ebrobst@completeofficecacom

Fax 714 3797075

Gary McKimmey Dedicated Sales Manager

Phone 714 2246160

Email gmclimmey@completeofficecacom

Fax 714 3797075

Robin Delnero Dedicated Accounts Receivables

Phone 858 435 7070

Email rdelnero @completeofficecacom

Fax 858 435 7075



Follow up and necessary support process

At Complete Office we believe that the end user should have a single point of contact for all needs of
support Typically that is either the dedicated inside support rep or the dedicated field representative
Regardless of which support personnel is used we will start and finish your request with the same
person going that extra yard for the COLB Complete Office has a very experience support team that
together has over 100 years of experience in the Office Products industry

4 Process to handle back ordered or out of stock products including alternate suggestions and
pricing policy

Complete Office is unique in the way we handle back orders that really sets us apart from our
competitors Typically the end user would receive an acknowledgement of their order with the back
order shown that would indicate a generic estimated ship date At Complete Office we actually look at
our back orders on a daily basis and determine if there is a suitable alternative for that product If there
is a suitable exact match we will ship that product but if its different in any way we will call the end user
and ask permission for the alternate product The same process is used for discontinued items There
will be circumstances where a suitable alternative is not available so we will let the back order go thru

the system The end user will be notified of the approximate ship date based on actual knowledge from
the vendor not a generic system driven ship date Our fill rate is in the 98 range which allows us to
manage a very short list of monthly back orders or discontinued items

Internal Procedures to track customer service contact and resolution

At Complete Office we are a team that works very close with each other in the same building Much
different from a big box environment where you might be speaking with someone out of state or even
out of the country we are very local to the COLB This affords us the ability to move quickly and provide
service and resolutions in a time frame that far exceeds industry standards We are constantly

evaluating our customer service levels on a daily basis There is no substitute for having all the support
personnel under the same roof This truly sets us apart from everyone else

Your dedicated sales representative Eileen Brobst along with Gary McKimmey and any other support
personnel needed will be available to support departments as needed



38 Billing Invoicing

Packing slips will be included with each order and shipment Complete Office packing slips will include
account name and number department name and number City of Long Beach purchase order number
invoice number date of purchase along with detail of shipped and or backordered items Users can be
restricted to contract items only Summary bill invoices will be submitted to the City of Long Beach
weekly by account number via email Each invoice shall contain a grand total of the account spend total
spend by department within each account invoice total and invoice detail including quantity price and
extended price

39 Delivery Requirements and Shipping Costs

Complete Office currently has customers on fixed schedules so this is something we have experience
with for our dedicated customers We are certainly flexible and can accommodate any request but
would like to recommend the fixed delivery days of Wednesdaysand Fridays for the COLB All
deliveries will come from our own Complete Office Trucks with company employed drivers that you can
depend on for consistency

All deliveries with the exception of special order furniture will be freight free to the COLE All boxes will
be labeled to reflect the City contact name and inside delivery location Complete Office will deliver all
orders to the designated single drop off point for all 55 entities unless otherwise stated by the COLB

Complete Office is responsible for all product loss or damages prior to the delivery and confirmation
from the COLB signed receiver

Complete Office will work with the COLB on a delivery time frame on the designated days for delivery
Complete will delivery in the designated window time frame beyond the 95 expected average By
using our own trucks and drivers we can insure that we are not only meeting but exceeding your

expected delivery time frame requirements with consistency In the event that we dontdeliver the 95
achievement rate we will offer a 1 rebate for the time period we didntachieve 95 as a remedy to
the COLB for not meeting the 95 threshold for three consecutive months

Shipping and delivery costs will be included in all COLB prices with the exception of any special order
merchandise that Complete Office will incur from the manufacturer Upon request on special orders
complete office can include the cost of any freight and delivery cost into the actual price of the product
as a single line item Typically this would be done on a manual basis to accommodate the customer



310 Packaging

All product shipped by Complete Office will be new and unused Small items will be repacked in larger
cartons for safe transport Complete office will pick up all used shipping cartons for reuse or recycling
Complete Office will initiate a shipping carton collect return and recycle program for each department
Each shipping carton will be marked with all appropriate information including invoice number
purchase order number and department Packing slips will ship with every order and will include invoice
number department name purchase order number ship to location recipient name item number
description quantity ordered and quantity shipped



311 Reports

Complete Office has a number of reports that we provide our customers Usage Reports by sales
location department etc Typically the customer drives the frequency of how often they want access to
these reports The process is as easy as simply requesting the report from anyone of your customer
service contacts The requested report will be sent to the requester within the same day if needed
Complete can also set up auto reports for the COLB that would streamline the whole reporting process
Some of the examples of these reports are below

13465 Gregg St

Complete Office PowayCA92064

Phone 8584357070

Fax 8584357075

Items Usage Report by Accounts wwwcomtieteofffcecacom

Yearly Analysis

Time Period February 1 2012 to February 9 2012 February 10 2012

s

5555555
Bea

of Long
XER3R2047 PAPER LTRF420ODPWE92B

Beach Example

Year 2012

50 50000 50 50000

QUA54382 ENVELOPE95X1251 STWE 50 50000 50 50000

AVE79604 BNDRDRINGVIEW4BK 50 50000 50 50000

SW19800350 PUNCHMEDDUTYELECBGE 50 50000 50 50000

SAF1881MO STANDMUVSTEELW00D3LEV 50 50000 50 50000

QUA44762 ENVELOPECATtOX13KFT28 50 50000 50 50000

QUAR1590 ENVELOPETYVEK 10X131ST 50 5DODO 50 50000

DXE5342DX CUPPERFECT000HHOT12OZ 50 50000 50 50000

QUAR1800 ENVELOPETYVK12X1551 ST 50 50000 50 50000

CRA100130 STOOLSTEPROLLINGOE 50 50000 50 50000

UNV28230 PAPERXERO 92WELTR3HD 50 50000 50 50000

CRD26331 BNDR3CV DRING BK 50 50000 50 50000

MEM04563 DISCCDR50PSPIN52X 50 50000 50 50000



Complete Office will conduct semi annual business reviews We have a comprehensive business review
template that we use complimented with any additional data that would be necessary to cover the
review process

1 Delivery Report

Complete Office will provide a delivery performance report that will detail the total number of
orders placed orders delivered on time and complete and orders delivered late or partial This
report will detail the number of shipments and lines shipped

2 Back OrderedOut of Stock Report

Complete Office will provide a list of back ordered items the date the item was back ordered
and the date the back ordered item was shipped complete with the original or acceptable
replacement item

3 Returned Product Report

Compete Office will provide a report listing every item returned the reason for the return item
number description unit of measure quantity returned amount of credit and date posted



v
13465 Gregg St

Campleto Office
PowayCA92064

555555545451

Phone 8584357070

QUA54382

Fax 858435

8

7075

8

www teo

Items Usage Report by Cost Center Departments fficecacecacom

Yearly Analysis

ENVELOPECAT10X13KFT28 8

February 10
Time Period February 1 2012 to February 9 2012 20122

555555545451
CO
POLICE QUA54382 ENVELOPE95X1251STWE 8 50000 8 50000

QUA44762 ENVELOPECAT10X13KFT28 8 40000 8 40000

QUA44582 ENVELOPE CAT 9X12 WE28 8 30000 8 30000

DXEUX9PATH PLATE PPR ULTRA HD858 1 20000 1 20000

AVE5163 LABELADRS2X410SH 5 15000 5 15000

2902189

DXEUX7PATH PLATE PPR ULTRA HD678 1 12500 1 12500

00 10 Total

DXESXB12W5 i BOWLPPR12OZ 1 10000 1 10000

555555556561
City
Hall SAF1881MO STANDMUVSTEEL WOOD 3LEV 1 40000 1 40000

UNV11204 PAPERXERO DUP20LTRPK 30 30000 30 30000

AVE5164 LABELADRS333X46SH 5 20000 5 20000

MEM05641 DISCDVDR 16X 100 SPINDL 4 10000 4 10000

PAG02613EA CLEANERDISHWSH DAWN GAL 4 9888 4 9888

2902189

BLKBE1060000
4 SURGE6OUTLET 709JOULWE

477 109888 477 10988
00 10 Total

RAC77182CT CLEANERLYSOLWIPES6CT 1 6000 1 6000

5555555 3535 Library XER3R2047 PAPER LTRF420ODP WE928 17 50000 17 50000

QUA44562 ENVELOPE CAT9X12KFT28 5 40000 5 40000

QUA44762 ENVELOPECATIOX13KFT28 4 30000
4

30000

AVE5366 LABEL LSRFFLDR15CWHT 3 20000 3 20000

UNV20731 BNDR VIEW 11X852BK 24 10000 24 10000

BLKBE1060000
4 SURGE6OUTLET 709JOULWE 5 7500 5 7500

RAC77182CT CLEANERLYSOLWIPES6CT 1 6000 1 6000

2902189

0005 Total
143 163500 143 163500



4 Itemized Usage Report

Complete office will provide a comprehensive usage report that itemizes all the products
purchased in the requested time period This report will show Manufacturer part numbers
Vendor SIU Numbers Product Description Unit of Measure Number of units sold Price per
each unit Extended totals and whether the item is on contract or not Example below

13465 Gregg

555555

St

NWPPRINT UC

PowayCA

LT 100000

g OfficCo Offic Phone 858plates 4357070

Fax 858435

RTAMFP21101

7075

EA

vwwc e
Items Usage Report by Accounts cacomofficecaco

Yearly Analysis

100000

February 13
Time Period February 1 2012 to February 12 2012 20122

555555
Beach

NWPPRINT UC
500 BX

LT 100000 1 100000 1 100000

RTAMFP21101 KEYBOARD TRAYMICRSFT EA 20000 5 100000 5 100000

COM8511
PAPER85X1120WHT92B1
0 CT

CT 5000 20 100000 20 100000

HAM104604 PAPERLSRPRNT85X11WE RM 1000 100 1000000 100 1000000

HAM104620 PAPER LASERPRNT 11 X1 7 24N RM 2000 30 60000 30 60000

AVE11134 INDEXBNDRLTRIOCLRST ST 500 144 72000 144 72000

UNV20712 BNDRVIEW11X851WE EA 400 173 69200 1 173 69200

5 Contract Maintenance Report

Complete Office will provide the COLB with a report that will list any items on contract that has
been discontinued repackaged or given a new UPCSIU If the product has been discontinued
for any reason Complete Office of CA will determine if there is a suitable alternative and provide
that information to the COLB If the alternate item is suitable to the COLB then we will add that

item to the master contract for the COLB



EXHIBIT 44B

Rates or Charges
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