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THE WEST VIRGINIA| PURCHASING DIVISICN, | FOR THE AGENCY,
THE WEST VIRGINIA| DEPARTMENT OF ENVIRONMENTAL
PROTECTION, [S REQUESTING QUOTATIONS FRCOM REBATE
FULFILLMENT {OMPANTES O DEVELOP, IMPLEMENT, AND
FULLY EXECUTE THE; WEST] VIRGINIA ENERGY; EFFICIENT
APPLIANCE REBATE PROGRAM PER THE ATTACHED SPECIFILCA-
FIONS, BID REQUIREMENTE, AND TERMS & CONDITIONS.

DUSTIONS WILL BE ACCERTED THROUGH THE END OF BUSINESS

(5:00 PM ESTL) ON] FRIDAY, FEBRUARY 19,;2010. QUESTICNS
ARE TO BE SUBMITTED IN] WRITING TO THE ATTENTION OF THE
BUYER, CHUCK| BOWMAN, AND MAY BE SUBMITTED VIA THE i.3.
POSTAL SERVICE TOl WEST VIRGINIA PURCHASING DIVISION

2009 WASHINGTON STREET EAST

POBST OFFICE BOX 50130

CHARLESTON, WV 253p5-0130

BY FAX TO : 304.5p8.410L5
BY EMAIL : [CHARLES.A.pPOWMANJREWV.GOV

WILL BE ANSWERED VIA OFFICIAL ADDENDUM
BUYER AND SAID ADDENDUM IS TO BE ACKNOW-
VENDOR AP INSTRUCTED BELDW.

ALL QUESTION
LSSUED BY TH]
LEDGED BY TH]

I TEREAT

EXHIBIT 10
ADDENDUM  ACKNOWLEDGEMENT

T HEREBY ACKNOWLEDGE RECEIPT OF THE FCLLOWING CHECKED

STGRATURE ]/ ; W . TELEPHONE 900 _3;1 5. 5'0? s lDATE 3/ é’/ o

™ Ce cp r'" M ~1665927 ADDRESS CHANGES TO BE NOTED ABOVE
WHEN RESPONDING TO RFQ, INSERT NAME AND ADDHESS IN SPACE ABOVE LABELED VENDOR'




GENERAL TERMS & CONDITIONS
REQUEST FOR QUOTATION (RFQ) AND REQUEST FOR PROPOSAL (RFP)

1. Awards will be made in the best intetest of the State of West Virginia.

2. The Stata may accept or reject in part, or in whele, any bid.

3. Prior to any award, the apparent successful vendor must be properly registered with the Purchasing Division
and have paid the required $125 fes.

4. All services performed or goods delivered under Stafe Purchase Order/Contracts are lo be confinued for the
term of the Purchase Order/Contracts, coniingent upon funds being appropriated by the Legislature or otherwiss
being made available. In the event funds are not approprialed or otherwise available for these services or goods
this Purchase Order/Contract becomes void and of no effect aiter June 30.

5. Payment may only be made aiter the delivery and accepiance of goods or services.

§. Interast may be pald for [ate payment in accordance with the Wesf Virginia Code.

7. Vendor preference will be granted upen written request in accordance with the West Vfrginié Code.

8. The State of West Virginia is exempt from federal and state taxes and will not pay or reimburse such taxes.

9. The Direstor of Purchasing may cancel any Purchase Order/Contract upon 30 days writlen notice fo the safier.
10. The laws of the State of West Virginia and the Legislative Rules of the Purchasing Division shall govemn the
purchasing process,

11, Any reference fo auiomatic renewal is hereby deleled. The Contract may be renewed only upon mutual witten
agreement of the parties,

12. BANKRUPTCY: In the svent the vendorcontractor files for bankruptey protection, the State may deem
this conlract null and void, and terminate such confract without further order. :

13. HIPAA BUSINESS ASSOCIATE ADDENDUM: The Waest Virginia State Government HIPAA Busihess Associate
Addendum (BAA), approved by the Aflorney Generdl, is available online at www.state wv.us/admin/purchase/vre/fipaa.htm
and s hereby made part of the agreement Provided ihal the Agency meets the definilion of a Cover Enlity
{45 CFR §160.103) and will be disclosing Protested Health Information (45 GFR §160.103) to the vendor.

14. CONFIDENTIALITY: The vendor agrees that he or she will not disclose to anyone, direclly or indirectly, any such
personally idenfifiable informafion or other confidential information gained from the agency, uniess the individual who is
the subject of the information consents to the disclosure in wiiting or the disclosure is made pursuant to the agency's
policies, procedures, and rules. Vendor further agrees to comply with the Confidentiality Policias and Information
Security Accouniability Requirements, set forth in hitp/Avww state wv usfadmin/purchase/privacy/notice Confidentiality pdf,

15, LICENSING: Vendors must be licensed and in good standing in accordance with any and all stale and local laws and
requirements by any state or local agency of West Virginia, including, but not limited to, the West Virginia Secrefary
of State's Office, the West Virginia Tax Depariment, and the West Virginia Insurance Commission. The vendor must
provide all necessary releases to obtain  information. o enable the director or spending unit to
verify that the vendor is licensed and in good standing with the above entities.

16. ANTITRUST: In submiting a bid to any agency for the Stale of West Visginia, the bidder offers and agrees that -
if the bid is accepted the bidder will convey, seli, assign or transfer to the State of West Virginia all rights, tile and interest
in and to all causes of action it may now or hereafter acquire under the antirust laws of the United Siates and the State of
. West Virginia for price fixing and/or unreasonable restraints of frade relating to the particular commodilies or services
purchasad or acquirad by the State of West Virginia. Such assignment shall be made and become effective at the fime the
purchasing agency fenders the inifial payment to the bidder. :

! certify that this bid is made without prior understanding, agreement, or connection with any corporation, firm, lmited
hability company, parinership, or person or eniity submitting a bid for the same material, supplies, equipment or
setvices and is in all respects fair and without coliusion or Fraud. 1 further certify that | am authorized to sign
the ceriification on behalf of the bidder or this bid. ‘

: INSTRUCTIONS TO BIDDERS
1. Use the quotation forms provided by the Purchasing Division. Complete all sections of the quotation form.

2. ltems offersd must be in compiliance with the specifications. Any deviation from the specificalions must be clearly
indicated by the bidder. Allemnates offered by the bidder as EQUAL to the. specifications must be clearly
defined. A bidder offering an allemate should attach complete specifications and literature to the bid. The
Purchasing Division may walve minor deviations to specifications. : :

3. Unit prices shall pravail in case of discrepancy. All quotations are considered F.Q.B. destination unless alternate
shipping terms are clearly identified in the quotation. : _

4. All quotations must be delivered by the bidder to the office listed below prior to the date and time of the bid
opening. Fallure of the bidder o deliver the quatations on time will result in bid disqualifications: Depariment of
Administration, Purchasing Division, 2019 Washington Street East, P.O. Box 50130, Charleston, WV 25305-0130

5. Communication during the solicitation, bid, evaluation or award periods, except through the Purchasing Division,
is strictly prohibited (W.Va. C.S.R. §148-1-6.6). :

Rev. 12/15/08
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N .
Rev. 00/08 Siate of West Virginia
VENDOR PREFERENCE CERTIFICATE

Certification and application” is hereby rade for Preference in accordance with West Virginia Code, §54-3-37. {Does not apply to
construction contracts). West Virginia Code, §5A-3-37, pravides an opportunily for qualifying venders to request {at the time of bid)
preference for their residency status. Such preference is an svaluation method only and will be applied only to the cost bid in
accordance with the West Virginia Code. This certificate for application is to be used fo request such preference. The Purchasing
Division will make the determination of the Resident Vendor Preference, if applicable.

1. Application is made for 2.5% resident vendor preference for the reason checked:

Bidder is an individual resident vendor and has resided continuously in West Virginia for four (4) yearsimmediately preced-
ing the date of this certification; or,

Bidderis a partnership, association or corporation resident vendor and has maintained its headquarters or principal place of
husiness continuousily in West Virginia for four {4) vears immediately preceding the date of this certification; or 80% ofthe
ownership interest of Bidder is held by another individual, parinership, association or corporation resident vendorwho has
maintained its headguarters or principal place of business continuously in West Virginia for four {4) years immediately
preceding the date of this certiffcation; or,

Bidderis 2 nonresident vendorwhich has an affiliate or subsidiary which employs & minimum of one hundred state residenis
and which has maintained its headauarters or principal place of business within West Virginia continuousiy for the four (4)
years immediately preceding the date of this certification; o,

e

Application is made for 2.5% resident vendor preference for the reason checked;

Bidder is a resident vendor who certifies that, during the jife of the contract, on average at ieast 75% of the employees
working on the project being bid are residents of Wast Virginia who have resided in the state continuously forthe two vears
immediately preceding subrmission of this bid; or,

l b

Application is made for 2.5% resident vendor preference for the reason checked:

Bidder is a nonresident vendor employing a minimum of one hundred state residents or is a nonresident vendor with an
affiliate or subsidiary which maintains its headquarters or principal place of business within West Virginia employing 2
minimum of one hundred state residents who certiftes that, during the iife of the confract, on average at lzast 75% of the
employess or Bidder's affiliate’s or subsidiany’s employess are residents of West Virginia who have resided in the state
continuowsly for the two years immedistely preceding submission of this bid; or,

l w

Application Is made for 5% resident vendor preference for the reason checked:
Bidder meets either the requirement of both subdivisions (1) and (2) or subdivision (1) and (3} as stated above; or,

Application is made for 3.5% resident vendor preference who is a veteran for the reason checked:

Bidder is an individual resident vendor who is a veteran of the United States armed forces, the reserves or the Nationa! Guard
and has resided in West Virginia continuously for the four years immediately precading the date on which the bid is
submitted; or,

i.m].h

Application is made for 3.6% resldent vendor preference who is a veteran for the reason checked:

Bidder is a resident vendor who is a veteran of the United States anmad forces, the reserves or the National Guard, if, for
purposes of preducing or distributing the commuodities or completing the project which is the subject of the vendor's bid and
confinuously over the entire term of the project, on average at least seventy-five percent of the vendor's emplovess are
residents of West Virginia who have resided in the state continuously for the two immediately precading yesrs.

|

Bidder understands if the Secretary of Revenue determines that a Bidder receiving preferance has failed to continue to meet the
requirements for such prefarence, the Secretary may order the Director of Purchasing to: (a) reject the bid; or (b) assess a penally
against such Bidder in an amount not to excaed 5% of the bid amount and that such penalty wifl be paid to the contracting agency
ordeducted from any Unpaid balance on the contract or purchase order,

By submissicn of this certificate, Bidder agrees to disclose any reasonably requested information to the Purchasing Division and
authorizes the Depattment of Revenue to disclose to the Director of Purchasing appropriste information verifying that Bidder has paid
the required business taxes, provided that such information does not contain the amounts of taxes paid nor any other information
deemed by the Tax Commissionar to be confidential.

Under penalty of law for false swearing {West Virginia Code, §61-5-3}, Bidder hereby certifies that this certificate is true
and accurate in all respects; and that If a contract is issued to Bidder and if anything contalned within this certificate
changes during the term of the contract, Bidder will notify the Purchasing Division in writing immediately.

Bidder: pﬁm HOWI; TMK_J. InNC., Signed: ?_ﬂ.m %EM
Date: "S/ f/ (O Titke: C&Eo

*Check any combination of preference consideration(s) indicated above, which you are enfitled fo receive.

B
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RFQNo. DEP U971

- 8STATE OF WEST VIRGINIA
Purchasing Division

PURCHASING AFFIDAVIT

West Virginia Code §5A-3-10a states: No contract or renewal of any contract may be awarded by the state or any of its
political subdivisions to any vendor or prospective vendor when the vendor or prospective vendor or a related party 1o the
vendor or prospective vendor is a deblor and the debt owed is an amount greater than one thousand doliars in the
aggregate.

DEFINITIONS:

‘Deb!t” means any assessment, premium, penaity, fine, tax or other amount of money owed to the state or any of ifs
polifical subdivisions because of a judgment, fine, permit violation, license assessment, defaulted workers' compensation
premiurm, penalty or other assessment presently delinquent or due and required to be paid to the state or any of its
political subdivisions, including any inferest or additional penalties accrued thereon.

“Debtor” means any individual, corporation, partnership, association, limited iability company or any other form or
business association owing a debt to the state or any of its political subdivisions. “Political subdivision” means any county
commission; municipality, county board of education; any instrumentality established by a county or municipality; any
separate corporalion or instrumentality established by one or more counties or municipalities, as permitted by law; or any
public body charged by law with the performance of a government function or whose jurisdiction is coexensive with one
or rmore counfies or municipalities, "Related party” means a party, whether an individual, corporation, parinership,
association, imited Hiability company or any other form or business association or other endity whatsoever, related to any
vendor by biood, marriage, ownership or contract through which the party has a relationship of ownership or other interest
with the vendor so that the party will actually or by effect receive or control & portion of the benefit, profit or other
consideration from performance of a vendor contract with the pary receiving an amount that meets or exceed five parcert
of the total contract amount,

EXCEPTION: The prohibition of this section does not apply where a vendor has contested any tax administered pursuant
to chapter eleven of this code, workers’ compensation premium, permit fee or environmental fee or assessment and the
matter has not become final or where the vendor has entered inic a payment plan or agreement and the vendor is not in
dafault of any of the provisions of such plart or agreement.

Under penalty of law for false swearing (Waest Virginia Code §61-5-3), it is hereby certified that the vendor affirms and
acknowledges the informetion in this affidavit and is in compliance with the requirements as stated.

WITNESS THE FOLLOWING SIGNATURE

Vendor's Name: __ THE  MAZLROCM L LNC, (TT"\ B, ZINC.

Authorized Signature: /P_/szz WW Date: 3 / 5’{ / o
State ofw 0 /_-/’/D/
County of 7?&&5,{4 Mo~ , fo-wit:

Taken, subscribad, and sworn to before me this _& day of th/v 2070

My Commission expires \S‘«w‘f' & , 20 /_’f

AFFIX SEAL HERE NOTARY PUBLIC l/ Do W@

Purchasing Affidavit (Revised 12/15/08})
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A % State of West Virginia
RF¥P DEP14971
INTRODUCTION

Thank you for the opportunity to administer the State Energy Efficient Appliance Rebate (SEEAR) Program
for the State of West Virginia. TMR, Inc. has been providing Rebate, Incentives and Marketing Campaign
Management services from its offices in Medina, OH for 40 Years. In addition to our years of experience
running incentives programs, we also have specific appliance industry expertise and a distinguished history
providing best-in-class incentive management solutions for leading brands such as Philips, Electrolux,
Frigidaire, Bosch, and LG.

The requirements, scope, scale, and goals of this program have many similarities to several current TMR client
projects. We are confident that our expertise will enable us to promote, implement, and track a highly
successful SEEAR program for West Virginia’s Department of Environmental Protection. One that is readily
accessible to all in-state residents & retailers, provides all required real-time tracking & reporting, maximizes
the State’s utilization of Recovery funds, minimizes administrative costs, dramatically reduces the risk of
fraud, and eliminates the risk of over subscription.

As noted and requested in Section 1.3.3.1, TMR recommends that the State not employ a consumer driven
reservation system, but rather use a retailer/installation contractor driven reservation system instead. We offer
the systematic failures and “Potentially suspicious activities”™ seen in the programs run in other states and the
analysis presented in the appendix as justification for our recommendation.

To this end, TMR’s proposed solution is a real-time point-of-sale funds confirmation and allocation system
(Retailer Reservation System) combined with a traditional consumer mail-in rebate process. This solution has
total cost of $197,456 (See last page of the appendix for detailed price break out). This particular combination
of processes and technologies will provide the State with all the benefits of a traditional mail-in program
without the reporting lag time and fraud risks normally associated with these programs. Moreover, actively
engaging participating retailers and installation contractors in the rebate process we will ensure that the rebate
reservation process runs smoothly and deter fraudulent activities. Based on our experience working with
retailers on similar incentive programs, we firmly believe that our proposed solution is not only the most cost
effective but also the most likely to achieve the desired high rates of satisfaction from all stakeholders,

In order to provide the State with options and help them make the most informed decision possible, in addition
to our recommended model, we have provided an overview and pricing for 3 additional program options that
could be used to meet the goals of the State’s SEEAR program. They are:

e A traditional first-come-first-served mail-in rebate Est. Cost: $217.000
e A consumer driven reservation system with a mail-in rebate Est. Cost: $214,000
e A retailer-based real-time funds confirmation and allocation with an instant rebate Est. Cost: $160,000

All of these models can be implemented by TMR and would meet the State’s requirements. Included in our
overview is our analysis of the pros and cons of each option as well as an implicit justification of our proposed
retailer driven reservation system.

We hope that you see a cost-effective solution that exceeds your expectations for the promotion,
administration, and out-comes evaluation of your SEEAR program. Thank you again for the opportunity. We
look forward to earning and administering your business.

Sincerely,

Peter Howe
CEQ, The Mail Room, Inc.

Peter Howe 800-325-5095
phowe@tmrine.com Page www.tmrinc.com



‘ % State of West Virginia
RFP DEP14971
COMPANY OVERVIEW

Business Overview:

TMR, Inc is a privately held, United States based company that has provided marketing-related services to numerous,
large American-owned and multinational organizations for 40 years. Our proprietary systems revolutionize the way
organizations manage outsourced processes by integrating and automating a wide range of services including
Incentives & Rebate Management, Printing & Fulfillment Management, Direct Marketing Campaign Management,
and Point-of-Sale Promotions. A more detailed description of our services as well as the white paper we recently
published on the ARRA funded State Energy Efficient Appliance Rebate Program can be found on our website:
www. tmrine.com.

Company History:

TMR was established in 1972. The company’s first service offerings included rebate and incentive programs as well
as specialty collations. By the early 1980’s, the company had grown from 3 to 20 employees serving a wide range of
national accounts. In 1994, as one of the fastest growing companies in NE Ohio, TMR received the Weatherhead 100
Award. In 2000, TMR brought the IVR SPIFF redemption system, used by the sales personnel at many appliance
retailers, to the web. From 2002 to 2005, TMR won “Supplier of the Year Award” from Rockwell Collins,

Oreganizational Structure:

Today, TMR’s 65 person staff is lead by CEO Peter Howe and operates out of the company’s state-of-the-art 160 sq.
ft. facilities in Medina, Ohio. The company’s leadership team has over 75 years of collective experience in Incentive
Program management with a particular focus on rebates.

TMR Boardof || |
Directors -4

LA

Peter Howe
Pragident, CEQ
Majority Owner

X A 4 h-d

3 Mona Gribls
Alison Oswald Jennifer Fike BB‘?SEJ??;“ d Diractor of Tom LLoyd o
Vie President of b Direclor of Warehousing, Logistics sad il Business Development, || Director of i
information Technology k] Wedia Operations Ope r;alions i Account Managementand ]3] Accounting and Firance |54
o Customer Seivice J
5 ;

Kris Kearns

Director of i
Information, Data and Metrics [0

Peter Howe 800-325-5095
phowe@tmrinc.com Page 7 www.tmrinc.com



Organizational Experience:

State of West Virginia

RFP DEP14971

TMR has managed consumer incentive programs similar to West Virginia’s SEEAR program for large entities such
as: Energy Star, Electrolux Home Products, Bosch, Fridgidaire, LG, Rubbermaid, The J.M. Smucker Company,
Lever Brothers, Cox, Philips Consumer Electronics, Kraftmaid, Tempur-Pedic, Sealy, and Stearns & Foster.

Historically, TMR has handled between 2-4 million transactions and up to $50mm in total claims annually. At
approximately 23,000 claims, West Virginia’s program would represent a manageable percentage of our normal
volume, and TMR has the ability to handle the daily volume and increased influx of rebates during the program’s time
frame without investment in software or facilities.

Oreanizational Capabilities:

TMR provides its customers with the following services:

Incentives Information Printing & - Fulfillment &
Programs Technology Finishing .-Distribution
Consumer Online Ordering Print*-on«Deménd Warehousing &
Incentives System Digital Printing Fulfillment -
Channel Digital Asset Commercial Pick & Pack /
Incentives Management Printing Kitting
Employee Database e S
Incentives Management Finishing Distribution
Microsites, PURLs Ch/DVD- Direct Mail
Rebates & Email Duplication Services

‘The majority of our customers bundle the above listed services into one of the following solutions for their

organization:

o Incentives Management - TMR builds and maintains custom branded systems for various programs
including: Consumer Rebate Programs, Gift with Purchase (Premium) Programs, Sweepstake Programs, and

Peter Howe
phowe@tmrinc.com

Channel Incentive Programs (SPIFFS).

e Online ordering and fulfillment - TMR’s web-based media management system provides our customers with
the ability to efficiently create, manage, and distribute print and other marketing-related materials. This online
system is integrated with TMR’s inventory and distribution services and supports real-time monitoring and
reporting.

o Direct Communications - Our Campaign Management System enables organizations to easily deliver
relevant marketing messages to their target audiences across integrated communication channels (including
print, email, and the web) while tracking all inbound and outbound communication in a single system.

Ouy In-house Capabilities Include:
o Information Technology - Performing all required I'T activities needed to set up the program’s web portal and
link it to all internal and external systems. '

e Receiving & Processing - Receiving, verifying, and processing claim eligibility materials submitted by
consumers, recyclers, and retailers.

o Printing & Distribution - Printing and mailing of rebate checks, educational and marketing materials that
encourage energy efficiency.

o State, Retailer, & Consumer Support - Staffing a toll-free phone and email help desk for answering all
questions.

TMR and its subcontractors are all United States based businesses and will perform 100% of the work for this
program in the United States.

800-325-5095

Page 8 www.tmrinc.com
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Established Rebate and Incentives Systems:
The programs we have in place for our major appliance manufacturing clients have made TMR’s online systems
familiar to most of the appliance retailers (including small and mid-sized appliance retailers) across the country,
including the dealer networks in West Virginia.

Because our systems are already built, our expertise is all in house, and most West Virginia retailers are familiar with
our systems, we are confident that TMR will be able to launch and manage a successful SEEAR program quickly and
make begin making rebate payments to consumers statewide within 30-45 days.

Peter Howe 800-325-5095
phowe@tmrinc.com Page 9 www.tmrinc.com
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1. IMPLEMENTATION STRATEGY

TMR recommends that the state implement a combined Point-of-sale Confirmation and Mail-in Rebate Model. In this
model, the retailer’s sales personnel/Installation contractors log rebate information into the program’s online system at
the point-of-sale. Rebate information can also be phoned or faxed in toll free. The Consumer then mails the claim
along with the required supporting documentation to TMR., TMR processes the claim and sends a rebate check
directly to the Consumer. Because the retailer verifies the sale and via signature the consumer’s intent to replace and
their old appliance, funds can allocated in real time at the point of sale. This dramatically reduces the chance for
fraud and eliminates the risk of program oversubscription.

Program Overview:

TMR will provide the State with a program that:

o

Has Robust, Real-time Reporting - Provides real-time data on funding draw down enabling the State to
accurately predict and communicate the end date and avoid oversubscription.

Easy to Use — Features familiar processes that enable retailers to quickly and easily enter claim information.

Cost effective - A retailer driven allocation system will have fewer individual users that are better trained
than would, be the case with a consumer driven reservation process—-creating less confusion and a far lower
administrative burden.

Has a Built in “Program Stop Mechanism” - Program can be immediately and comprehensively shut off at
the retail level.

Prevents Fraud — Having the retailers/installation contractors verify eligibility at the point of sale adds an
additional source of corroborating information which both deters and prevents potential fraudulent activities.

Enlists the Retail Community - In the proposed model, the retailers are true partners in your program, and
are willing to support the program with additional advertising and able to provide residents with program
support face to face.

Statement of Work:

‘The administration of the program can be broken down into 5 core elements:

L.

4.

5.

Peter Howe

Create Program’s Online Portal - Create a centralized web portal that functions as the main point of contact
for all stakeholders, allocates funds, and provides tracking in real time.

Provide State, Retailers, and Consumers with Support Services - Provide the State and program partners
with customer service/helpdesk support and consumers with a call and email support center.

Process Claims - Scan and verify claims against the sales, rebate, and replacement/recycling data entered at
the point of sale. Audit data for duplicates, fraud, errors, and/or omissions.

Manage Rebate Payments - Batch claims and provide funding reports to the State for approval of funds
transfer. Receive funds and process checks.

Provide Reports - Provide all required program measurement and reporting (including financial reports) to
the State. .

800-325-5095
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1. The Program Web Porfal:
The Program Web Portal will feature distinct websites for each of the program’s key constituents: The
Consumer, Program Partners, and State Program Administrators. The portal will centralize the collection and
dissemination of information to/from all stakeholders in real time. In addition to automating processes and
providing real-time transparency into the program, the data collected from the portal will be used by TMR to
detect fraud, speed up claim verification, and ensure that the program does not become “oversubscribed.”

The Consumer Facing Website Will Feature:

Program goals, guidelines, requirements, etc.

Answers to FAQ’s

Information on Energy efficiency and average savings on utility bills
Lists of eligible products, participating retailers and recyclers

Links to related sites (Energy Star, Recyclers, DOE etc.)

Online rebate status look-up

“Funds Count Down Clock”

e & @ & o o o

The Partner Facing Website Will:

» Provide partners with a place to sign up for participation in the program

o Provide retailers, installation contractors, manufacturers and any other program partner with the ability
order for delivery or download and print outreach and educational materials associated with the
program
Provide retailers/installation contractors with the ability to enter claims at the point of sale
Inform the retail network the minute funds are depleted—ensuring program does not become
oversubscribed
Provide neighboring states with the information required to help residents stay in compliance with the
rebate program
Provide retailers/installation contractors with information on the proper way to recycle old appliances

L

&

-]

The State Facing Website Will:
e  Provide the State access to real-time data, reporting, and up-to-date information about the program.

Information & Management Systems:

To manage the state’s program, TMR will deploy customized derivatives of its 3 most widely used
information management systems and back end processes. These systems will be linked together and
combined with a consumer facing website to create the “Web Portal” that provides simple-to-use
applications for all the stakeholders.

o TMR’s Spiff System-A derivative of TMR’s online Spiff system will be used to generate rebate
reservations and allocate funds real time at the point of sale. TMR’s Spiff System is used by many of
our manufacturing customers, including Electrolux, Bosch, and LG to track and manage large sales
incentive programs called SPIFFs. TMR’s SPIFF system is used nationwide as a point-of-sale reward
system, as such; it is easy to use, familiar to most retailers and contains robust fraud prevention
capabilities.

What is a SPIFF?

A SPIFF is basically the mirror image of a rebate. Just like a rebate, a SPIFF
provides a financial reward for an action taken at the point of sale. The key
difference with a SPIFF is that the financial reward is given to the salesperson (as
opposed to the consumer). So where a rebate motivates a consumer to buy one
product over another, a SPIFF motivates a salesperson to sell one product over
another. Just like a rebate, SPIFF claims are tracked and verified, and the financial
reward is distributed via check or debit card.

Peter Howe ' 800-325-5095
phowe@tmrinc.com Page 12 www.tmrince.com



State of West Virginia

RFP DEP14971

TMR’s Rebate System-A customized version of TMR’s web-based Rebate Processing system will be
used to process, track, and report on rebates. Many leading consumer-goods companies rely on TMR’s
Rebate System for the timely processing of their rebates. The system allows consumers to track their
rebates online and has extensive reporting capabilities that meet/exceed all State and Federal program

requirements.

e TMR’s Online Ordering, Print & Fulfillment System-A customized version of TMR’s proprietary,
web-based platform for integrating virtual (data) and physical (logistics) processes, MediaEX, will
be used to enable program partners to download and print or order and have shipped program
outreach, education and marketing materials.

The MediaEX system can be accessed by any registered user from any internet-ready computer. The
State’s internal information systems department is not required for installation or support issues. Its
intuitive user-interface allows for easy navigation by new customers.

2. State, Retailer/Contractor, and Consumers Support Services:

State Support Services:
TMR offers all of the following Customer Support Services throughout the relationship:

Peter Howe

o Implementation and Service Level Agreement - During the implementation meetings TMR will
work with the State to establish a service level agreement (SLA) with that clearly defines all of the
parameters of support services provided by TMR. Mona Gribb, Director of Business Development,
will be the State’s primary contact, facilitating communications with TMR’s cross-functional team
of key managers who will oversee the implementation.

Team Years in
Member Title Experience & Functional Role Industry
Mona has been with TMR for over 20 years Mona will lead a
Mona Director of | dedicated team through the various stages of the implementation
Gribb Business process from needs assessment through documentation of business
Development | processes. She will work with the State to establish a service level
& Account | agreement (SLA) that clearly defines all of the parameters of 20+
Managemen{ | support and services provided by TMR for the fulfillment of West
Virginia’s Energy Star Appliance Rebate Program. When the
program goes live, Mona will then manage the customer service
area which includes ongoing account management, the customer
and retailer, helpdesk and consumer call center.
I addition to her 6 years industry specific experience, Alison is a
Alison VP of CPA and brings significant Accounting and IT experience to the
Oswald Information | team. She will oversee all system-related functions. This includes
Technolegy ! the setup of the online systems, including any custom system 10+
functionality required fo support the State’s program. Alison will
be responsible for any interface customization, any required
systems integration services, and back-end metrics/analytics.
Director of | Bruce will manage the daily operations of the rebate processing
Bruce Logistics & | department as well as the processing of all data including the
Hoff Warehousing | transition/setup of files. Bruce has been has implementing rebate 20+
Operations | programs for over 20 years.
Dan will lead ali marketing and outreach activities as well as
Dan Director of | oversee the coordination of recycling programs and onsite visits.
Feldman Sales & Dan has 15 years of sales and marketing experience In and has
Marketing | lead dozens of multi-million dollar B to B and B to C marketing 15+
and outreach programs. Most recently Dan published a white on
the 4 predominant rebate models being used to implement State
Energy Efficient Appliance Rebate Programs.

phowe@tmrinc.com
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o Account Management - TMR will assign Bobbi Fath to the State’s program. Bobbi will oversee the
management and dissemination of information in a timely fashion and will oversee the areas of the
program including inbound activity, production and fuifiliment, reporting, and information
technology support. Bobbi has over 9 years experience working with TMR’s biggest rebate clients.
Once the program goes live, she will oversee the day to day management of the program. She will
be the State’s main contact and will be responsible for disseminating all information in a timely
fashion, overseeing all inbound activity, production and fulfillment, assisting the State with all
reporting needs, and providing information technology support.

The account management philosophy at TMR is based on a team structure. Our account
management teams include customer-facing implementation professionals, internal account
managers, customer service professionals, and experts in operations and information technology.

Helping organizations communicate, motivate, and measure.
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Retailer/Instaliation Contractor Support Services:

Retailers and Installation Contractors will be supported by a Partner Participation Program designed to
engage the business community and enlist their support as the State implements a successful program.
Program partners register for the program via the program’s web portal.

Using the State’s guidelines, the Retailer’s/Installation Contractor’s eligibility to participate in the
program is verified by TMR.

Once approved for participation, the partner is sent an email which includes a login and password for
the partner facing website. The email will also include contact information for the program’s help
desk.

Partners are trained on the SEEARP program and rebate system via informational downloads and
training videos on the site.

Partners are provided access to the program’s marketing and educational material via the program’s
web portal. They can either download and print or purchase any materials on the partner facing
website.

The retailer/installation contractor enters claims online as the sales are made; the system generates
rebate forms with unique 1D#’s and barcodes for the customer to sign and mail in for their rebate.

_Sample: Retailer/Partner Registration Page

User Reglstration
Dealer Coder™ L w} Duater Name:™ : I T
First Name:™ l Last Namve:®

Login Information
Your ematt address will serve as your login

Email Address: ™

Contact Information

Talophone:™ {_ ] - Cattlar:

Residential Addraess

Peter Howe

I
e couniry:® [USA V]
e Statofprovince:* |select statefchaisir un Etat v
Address 1* Zipfrostsl Coder™
Addrzss 2 ;::;:;;T#%T:} Phone Numbee:* I 5 -
_Save | €ancel
800-325-5095
phowe@tmrinc.com Page 15 www.tmrinc.com
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Sample: Retailer/Contractor Log In Page

Flease Login

Email Address: l |

£, . i

&

. New Registration ;

Forgot Password? Please click hare to reset it.

IMPORTANT MESSAGE - PLEASE READI
Dug ta seme upgrades made recently to the site,
this program must be run on Internet Explorer
version 6.0 or higher. If you are not ruaning
this currently, click here to instal! now, Thank voul

TECHIIICA;. SUPP{)RT lf you have dsfﬁcuihes usmg !he sne or n:we :orgunen your passwcrd u!ease t‘.bt\idl.! zmmeﬂpaeak@lhcmﬂroom oom o7 En'i?F 305 953 9«48

Sample: RetazierlContractor Rehate Submlssmn Page

I_- HOME | YOUR ACCOUNT. §. TRAINING SITE [ USER GUIDES: |- LOG OUT ©

| Current Program . Hello, Jane Seymore

Pragram ED; 295
Program Name: May and June program
Start Date: 5/1/2809
£nd Date: 6/1/2009
Entry Cutoff Date: 7/31/2009

[May and Jung pmgr.ar.n -

71 Ewtor spiffs |

Category: All

Penrﬁnﬁ Approvals

Syatam Andits (23 100 ; SubCategoryl:
‘ Duplicare Audits (933 . .
8 ehmt Audits (1} - SubCategory:

Model # : * Plgase Select a Model  »

Customer First Name: *

Customer Last Name: *

Customer Phone #; % [ ) .

Store Invoice #: %

Sale Date: * g

Net Sales (Before Taxes) ™

Qty: *

 Add to Session 1 ' Clear .

Page 16
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Consumer Support Services:

-}

Peter Howe

General Inquiry Hotline, Customer Service and Helpdesk- In conjunction with the Consumer facing
website, The TMR Customer Support team will provide a toll free phone and email support staff that acts
as the front line for the State regarding this program. The program’s IVR phone system combined with
TMR’s customer service professionals will provide prompt telephone and email coverage for FAQs and
technical problems while gathering valuable feedback on the program in real time. At a minimum, the
live-agent phone line and email system will be in operation from 7:00 a.m. through 6:00 p.m., Monday
through Friday Eastern Standard Time. Additional hours will be added as needed. The help desk will
help consumers, retailers, and any other stakeholders navigate the rebate process. This includes as needed
outbound telephone calls to consumers to help them work through the rebate resubmission process.

A toll-free IVR system with a “live back end” will be used to provide information to consumers, retailers,
installation contractors and all other stake holders. A short introductory script will be developed and
approved by the State along with a user-friendly menu for accessing information. This message will be
updated daily to reflect the estimated program funds remaining in the program. If the IVR cannot answer
a caller’s question, they will have the option to be connected with a live agent. TMR will create a daily
report of calls received with call number, amount of time call was in the IVR, calls transferred to live
agent, and the related resolution information and handle time. Other reports may be developed as
requested. TMR will outsource any calls from non-English speaking and hearing impaired residents as
well as overflow calls to the US-based call centers of LXM Global Solutions, LLC.

800-325-5095
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3. Claims Processing

1.

2,

=l

Il
12.
13.

14.

15,

16.

17.

Peter Howe

When a customer enters the retailer, they will be informed about the program by a knowledgeable sales
person (trained with information provided on the retailer facing web site.)

Signage, brochures, and other Energy Star outreach muaterials (made available to the retailer through the
program’s online ordering system) will guide the consumer in their selection of a new Energy Star appliance.
Before a customer makes their purchase the retailer will verify their full name, address and eligibility to
participate in the program. This verification will require that the customer furnish 2 types of identification.
When a consumer purchases an eligible product from the participating retailer, the retailer will enter the initial
rebate request along with any required removal/recycling information online into TMR’s program site.

When the Retailer submits the initial claim at the point of sale, the system will automatically deduct the rebate
amount from the available rebate funds and updates all systems.

Upon submittal, the TMR system time stamps the transaction and generates a confirmation page with a
unique id# and barcode tied to the transaction saved on the program’s web portal.

The retailer prints the confirmation page and gives it to the consumer along with the rest of their check-out
documentation.

The ¢onsumer pays full price for the appliance.

The consumer signs the confirmation page and mails it to TMR with all required support documentation.

. TMR receives bar-coded paper copies of rebate applications, associated proof-of-sale receipts, and proof-of-

replacement/recycling documentation through the mail.
The barcode on every paper claim is scanned and verified against the initial rebate request submitted by the
retailer.
Duplicate entries are eliminated based upon the rules of the promotion i.e. “One per Household”
Proof of purchase is verified by existence of point-of-sales transaction data entered by the retailer. This data
includes Manufacturer, Model #, UPC#, Customer Name, Store Address, and any required
recycling/replacement information.
Once the request is reviewed, the processor indicates if the request was approved or denied within the
application. Denial reasons are also recorded in the system. The system automatically updates the record as
marked “for payment” or “denied”. The update also posts the user that changed the record along with a date-
stamp.

a. Ifthe consumers request is valid, TMR via US Mail sends a check to the consumer within 15 business

days (usually within 5-10 business days).
b. If the consumers request is not valid, TMR via US Mail sends a rejection letter to the Consumer with
an explanation of the rejection and instructions for resubmission if appropriate.

Consumers will be notified via Email when the claim is received and validated and again once a check is
issued and mailed.
After processing, the rebate source material is boxed by batch submission date and moved to TMR’s long-
term storage area for a period determined with The State at the program implementation. _
Upon program completion, data remains in the system database for a year, after which it is moved to an
electronic archive location.

800-325-5095
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| Address Pé] http:/ paesese mrarderforms.com fmain rmPparam = 82668

Support

Please use the search form belaw to check on the status of your rebate!

* Last fame: hows
* Street Number: [4108

{For example, if your address is 78 Front Street, anter 578}
* Zip Code: [aazge™
(S-digit US zip code or 6-charactier Canadian postal code)

Peter Hawe
4108 Bagdad Rd
MEDIMNA, GH 44256

Phifips/Citibank Test Program
Your rebate wes maited on 12/11/2002

Weleome Jasan fain Menu Change Fassword

L @2004 Kohinkiijics Shilips Electranics N.v: All rights resérved, Privicy Poliey 110
- Philips. Access to and use of this Web Site is subject to these Terms of Use.,

Log OF Contact The Wetimaster

B Tekes yail o the Consumer Incentives Menu -
R S

T (@

Sample: Rebate Check

ARy

SR

*IHTRET ROSL9LL3LR5E  IRAS

THE FACE OF THIS 0 AS A COLORED BACKGROUND - NOT A WHITE BACKGROUND  THE BACK OF THIS HOCY
’ . , 5

ENT CONTAINS AN ARTIFICIAL WATERIARK - HOLD AT AN AMGLE 70,

T
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Phase 2 — Funds Depleted — Contingency Rebate Claims accepled (Optional)

One of the key benefits of our system is the real-time allocations of funds at the point of sale. Once funds are
depleted retailers and/or contractors will no longer be able to submit additional rebate requests or print additional
rebate forms. For this reason there will be no need for a phase 2 of the program.

Ending the Program:
The retailer, contractor, consumer, and state facing websites will be immediately updated with a notification that
the program has ended. This solution eliminates the risk of oversubscription.

e Consumer Website - The “Funding Tracker” on the website will provide consumers and the media with
real-time insight into the programs performance projected end date and actual end date.

¢ Retailers/Installation Contractors - Participating retailers will be automatically notified when the
Official Stop Date is determined. As the program begins to wind down messages will be posted
prominently on the retailers’ personalized program website (where they will be going daily to upload their
point-of-sales information). Retailers will be encouraged to download “Program ending” signs from the
website that they can print out and display in store. In addition, retailers will be able to order customized
large format “Program Ending” signs from TMR.

Peter Howe 800-325-5095
phowe@tnmirinc.com Page 21 www.tmrinc.com
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4. Manage Rebate Payments

TMR will Batch claims and provide funding reports to the State for approval of rebate funds. TMR in :
conjunction with its partner, Swift Prepaid Cards, will issue prepaid Credit Cards in a fashion that adheres to all of (
the State’s guidelines as described in the RFP.

e Features for Customers

e}
O

Cards should include these features.

Card expiration: Funds must be available to customers for a minimum of 12 months with no
monthly charges taking place uatil month 13.

Cash equivalence feature available to customers with the expense included in the price provided
below. These features are available when cards are not expired and not partially used.

The card can be exchangeable for a check.

Web and phone support for activation, balance inquiries, etc.

o Features for Clients

Peter Howe
phowe@imrinc.com

<

0 C 00O

Unclaimed property compliance according to federal and state laws.

Indemnification that all federal and state taws will be followed in the execution of the program.
Spend reporting by merchant category and percentage (not dollar value)

Customer carrier branded for client

Custom card branded for client.

No setup charges

Sampie Prepaid Card Mailer

CLEAN POOL. CLEAR WATER.

Noaw that you hirse tho best tachralcgy % dldan
yiur paol, hors's 8 Hi-taeh wey to tlean yaur water

For & spdcial Nature? offer ]
i ture2

800-325-5095
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3. Provide Reports:
TMR provides its customers with robust, online reporting systems that captures and provide real-time reporting on all
aspects of the incentive and rebate programs. Reports are web-based and can be exported to Excel or other reporting
tools. Upon award, TMR representatives will meet with the West Virginia Department of Environmental Protection
to, gather all reporting requirements and customize our existing systems; ensuring that they generate all of reports
required by the Department. This includes: Application Activity, Tracking Information, Project Issues, Issue
Resolutions, Customer Service Logs, Budget Updates, Retailer Participation and any other reports as determined the
Department.

Sample Reports, Queries and Screen Shots

Sample: Program Administrator Querleeportmg Home Page
CHOME '} YDURACCUURT E ADh‘IiN!STRATiDN ] .LOG OIET :F:USER GUIDES

Pend:ng Approvals Administration Menu

Svstem Audnfs {242} pE :
Dupl‘cateﬂudxm {69) oonon ] ListfSearch Reporting

‘s Select Audits (64)

e Deslers « Product Report
v SalegPergon e Product Detail Report
o Programs + Dealer Repart
e Transaciions & Program Report
» Fisid Report
User Maintenance ° Audit Report
o Add User Historical Reporting

o Edil User

e Product Report
o Dealer Report
+ Program Report
@ fiald Report

Daaler Maintenance

o Add Dealer

o Edit Dealer Check Processing

Model Maintenance a Batch Processing

e Add Model i
* Edit Model Corperate Hisrarchy

Audit Maintenance o Manage Corparate Hierarchy

o Edit Audit Information Product Hierarchy

Brogram Maintenancs * Manage Product Higrarchy

e Create Program Manual Payment Uplead

o Edit Program
» Upload Spiff Transsotions

Bonus Maintenance @ Upload Bonus Funds

¢ Create Bonys
o Edit Bonus

Peter Howe 860-325-5095
phowe@tmrinc.com Page 23 www.tmrinc.com



State of West Virginia
RFP DEP14971

Sampie. Program Admmlstrator Query Page

Dealer Report

Leave search blank to return afl rows.

Zone: | All -

Region: | w|

Field Manager: AR !

Dealer Mame:! Ail o )
sauey Date: 01012009 | Bleo 070722008 BB
A Include Bonus?

[ create Regort ] . Go Back: |

Sample Report: Weekly Program Overview

Week Ending April 30, 2010

Weekly Overview

.’ # of rebate reservations

# of rebate cfaims submitted 1M.077 8,218 4,008 3,694 26,988

B

# of claims rejected

# of duplicates or claims removed from the system 84 82

# of appliances replaced offracycled 9,816 7249 3,834 3,247 23,956

g4

ERyT

3 of calls received 7

# of appliances purchased 10,907 8,054 3,927

Cemasgar 2279500 31Man

Total program cests 818,042 402,711 392,635 542,769 §2,1656,208

800-325-5095

Peter Howe
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Sample Report: Weekly Customer Service Calls

Week Ending April 30, 2010 - Reason Calls Recieved

Weekly Overview

4 of calls :réi_é_e_iizéd'_anct'_'
Reasen 9

Reason2

Reason 3 169 183 87 - 11,928

Sample Report: YTD Program Summary Report

Sample Incentive Program Summary Report
January  February March April May June July YTD
# of spiﬁ sessions 16,234 15,610 16,312 15,835 15,636 15,568 95,195
{# of Claims entered 70,856 66,618 68,473 73,130 73,185 68,191 49,861 470,411
# of Claims paid 869,729 65,835 67,947 72,231 64,253 55,223 48,376 444,594
# of Claims pending 0 0 17 1 5,305 10,082 5,896 NM
# of Claims declined 561 368 239 305 262 328 276 2,339
# of batches processed per month & 8 9 8 9 16 3] 55
# of batches funded per month 6 8 9 8 10 8 6 55
total # of programs (historical) 68 90 92 131 131 132 68 712
totai # of aclive programs 85 82 45 95 60 62 47 456
Unprocessed &udits - By Types
# of system audits 417 323 163 295 578 2674 242 4,692
# of duplicate audits 7 g 5 130 691 635 7 1,484
# of select audits 32 80 10t 113 79 506 60 971
# of imit audits 0 { [i} 55 927 2,084 1,732 4,798
Processed Audits - Eﬁype .
# of system audits 7,921 4,059 1,474 1,636 2,505 4,002 3,044 24,641
# of duplicate audis 2,882 2,538 3,099 3,028 3,420 2,492 1,904 19,363
# of select audits 1,215 1,610 1,253 850 538 545 1,208 7,318
# of limit audits 21,196 18,972 18,331 21,4458 19,362 17,690 14,228 131,226
[Financial Metrics
3 Claims Entered S 1,064,756 | $1,974,127 | $ 1,822,295 | § 1,810,035 | $ 1,762,683 18 1,626,343 | § 1,381.88800 | $ 12,332,028
Claims Paid 3 1,926,847 | 6 1,948,864 | $ 1,804,090 { 1,787,477 | $ 1,545,645 | $ 1,325,717 | §1,364,197.80 { $ 11,702,828
$ Claims Pending $ - $ - 3 526 1 § 116 |$ 164,823]§ 235949 163,078.73 NM
3 Claims Declined $ 17,206{% 13,128|% 8,0931% 8319 1§ 6,5681% 10,802 9,18060 1§ 73,396
Average Claim Paid $27.59 $29.63 $26.61 $24.75 $24.08 $23.85 $27.66 $26.22
Peter Howe 800-325-5095
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Sample Report: Weekly Claims Rejection Report

Week Ending Aprit 30, 2010 - Total Number of Claims Rejected

Weekly Overview

Reject Reason 3 11 4 B 69 V)

Sample Report: Weekly Rebates by Category & Dollar Report
Week Ending April 30, 2010 - Rebates Paid Per Product Category

Weekly Overview

oy

$150.00 3618

i . :.51..3._

Sample Report: Weekly Rebates by Retailer, Manufacture & Model# Report
Week Ending April 30, 2010 - Appliances Purchased per Manufacturer, Model # and Retailer

Weekly Overview

Madel #1 1.53¢ 615 628 19 4,027
.. .. Mude[

Model #3 812

: ﬁﬁéﬁ'ﬁféq!g _. 4-145

Modal #1 3,081
Cwodsim2 s

Madei #3 918

Peter Howe 800-325-3095
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Sample Online Query: Detailed Data Files of Each Submission

oI n i Rebate TRrst  Last | [ e e e s pateof | AMTof | Store - {Categoryof| Gty

" gubmission Status * | Amount iName|Name | Address | City |State| 7ip | Telephone | "Fmail  |purchase|purchase|Purchased| purchase ‘{Purchased
alid $200.00 (MARY [SMITH 123 ANYWHERE |MEDINA IOHIO [44256/000.325.5005 |NO@EMAIL COM | 12/1/2008] § 400.00 |LOWES  JDISHWAGHER 1
Reject- Purchase not made within
orogram regured time $ 10080 HOE  SMITH 1345 ANYWHERE [MEDINA JOHIO | 442561800.325.5065 NOGEMAIL.COM 12/5£20021 § 890,08 HOME DEPGIFRIDGE 1
Y alic $15000 LARRYISHITH 1567 ANVIWHERE [MEGING ORI | 44256 ]B00.325. 5085 [NO@ENAILCOM | 12/5/2008] § 200,08 HOME DEPOTDISHWASHER H
Valid $300.40 BALY |SMITH 830 ANYWHERE |MEDENA OHIO | 44256 {600.325.5095 NOGEMAIL.COM | 13/1/2008] § 565.00 1BEST BUY §STOVE ii

Sample Online Query: Duplicate Review

eI i Mul_.‘_m O S i B 2 il i

119211 1541212 JAIM HOWARD | 2388 HWY 126 E IGRAYSON ] LA © SR 0 A0 ] D2AEIB PETCO.COM .
92115211 K QQWARD-.%WZ?ST“WY??: L GRAYSON o | LA 71438 2.0 99| A0 | 021608 PETOC.COM '+ .
119211 1542102 JOSLYN . pVHITE . 14404 BRIAN DR - SILLEEN - | mCpesaz] 2 U0 [0 D2AB0B PETOC.COM

119211{ 1542111 POSLYN 7 WHITE - 4404 BRIAN DR - JILLEEN . | TXEs42] 3 U188 A0 | 021808 PEICO.COM .

119211 1842115 |SHELBY * MiLER - 2ior NPRVATE “loanip veroe | Az Beszz - 20| 0 | 10 ‘| 0220m8 PETCO.COM - | o
119211 1642118 SHELBY - MiteR o NORYATE loaisp veror - |taz meal 2 | ise | ip. | 020008 PETCO.COM |t
119211 1541317 M "~ DE LA PEZADT70 NATIVE AVE oWt 5 op Bizagl 2 o0 | 0| 220608 PETCO.COM
!zi_azi_1 1541319 )M ' DE LA PEZAZI7D NATIVE AVE ({oaenit il A o17a8| 2. |7s8 | 1n ! coesms PETcO.cOM |
[119211] 1641322 CARA - (TAYLOR 1383 BOLTON . -|MORRO BAY CA 8aad2) "2 170 ] 0. O2I706 | PETCO -
[12821111541324 CARA . ITAYLOR . ‘H3B3BOLTON |MORRO BAY . | CA 93442 2 |88 | 10 - 1 (0A7/08 & PETCO ~ 1o

Sample: Reiect Repori - For. Export
JOB WIS LG
Reject Report
Entivid MHame Address City State Zip Code Rejert Amoumnt
1556841 PAT SEIGERMAN 2924 M COOK ST SPOKANE WA 99007 1 1580
1556843 ALISA GINGERICH 2508 W ARMOUR TERR MINNEAPOLIS BN 55418 ! 1550
1550844 JEREMY HOPKING Y5 NE EOTH AVE  KINGMAN KS £70685 1 1580
1550646 RAEWYN WENTROTH 11710 S PRIMROSE ST JENKS oK 74037 2 1568
1556847 GAO SUIDONG 527 S 5TH AVE A ARCADIA, cA 51006 1 1589
Humber of Claims: 5 7588
Peter Howe 800-325-5095
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Sample: Batch Report - For Export

JOD BT TZ2Z2Y
Batch Report
! ;,.j//:[//I///////////////////f//f/////fg ci Stat ZA C d A t
l‘m Wf/////ff//f//////////f/ﬁ ME! 2408 _!E.__Q._f_’. ”M
KATHLEEN BUHL 7 INTERVALE RD BOYLSTON MA 01505 15.00
CYNTHIA PECK 235 HAY MEADOW RD NORTH ANDOVER MA 01845 15.00
CLAUDE BARTHOLOMEW 331 SOMERVILLE AVE 3 SOMERVILLE MA C2143 15.00
RICHARD SMITH 2488 FORESTDALE RD BRANDON T 06733 15.00
CHERIE WHITMORE B0 TUTH.E RD WATCHUNG NJ 07069 15.00
PATTY AMTOL 1775 WFIFTH 5T PISCATAMAY NJ (o054 16.00
PETER DAVIS 101 OLD MAMARONECK RO 54 WHITE PLAINS MY. 10605 15.00
ELANAWILLS 1188 WEDBER AVE HEMPSTEAD NY 115650 1500
CINDY WIGANE 997 ELIZABETH ST PITTSBURGH BA 15221 1500
THEODORE SAYLOR 3730 FEIDLER DR ERIE PA 16505 16.00
DIANE HAYDEN 394 BARLOW GREENMOUNT RD  GETTYSBURG PA 17325 15.00
DEANMA SIMPSON 300 MAPLE AvE HANOVER Pa, 17331 16.00
FREDA MIXON 4143 MINK RD EMMAUS PA, 18049 15,00
MICHELLE HILTABRAND 127 LINCOLN DR SHAVERTOWN PA 18708 15.00
MARGARET GRACE J72 SPRINGHOUSE RD KING OF PRUESSIA PA 19408 15.00
ANN MARIE POPP 217 ANORTH 14TH 87 READING PA 19604 15.00
LORA KENDRICK 10641 WILLETTS CROSSING RD WHITE PLAINS MD 20695 15.00
JERRY IMEL 7720 SMITHBROOKE CT OWINGS MD 20738 15.00
JILL GIANFREDI 4800 BERWYN HOUSE RD 605 COLLEGE PARK  MD 20740 1500
PATRICK VANNER 12308 ROLLYS RIDGE AVE UPPER MD 20774 15.00
RICHARD YUN 7308 HOOKING RD MC LEAN WA 221 15.00
DAVIDWEST 95131 VANCE KNOLL CHAPEL HILL NC 27517 15.00
BETH PICKLER 4131 ZEBULON AVE SW CONCORD NC 28027 18.00
BiLL BROWN 276 ME 104TH 8T MIAMI SHORES FL 33138 15.00
MARY LINDEM 630 WESTREE L FORT Fi 33324 15.00
GREGORY CLUCKER 228 STEAMBOAT CT NASHVILLE TN 37214 16.00
Peter Howe 800-325-5095
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2. FRAUD PREVENTION
The potential for fraud exists not only in the rebate programs TMR administers, but also in all the incentive programs
it manages - from consumer sweepstakes to Channel & Sales Incentive programs (SPIFF’s). For this reason, TMR
has developed robust systems that deter, prevent, find, and combat fraud. We design our processes to prevent fraud at
every level - Consumer, Retailer, and Employee. Our procedures combine multiple electronic systems and physical
processes to ensure quality and to guard against fraud. We support these processes with auditing tools designed to
systematically detect fraud from incoming program data. This includes standardizing the consumer’s address using
software similar to CASS to facilitate the creation of address field keys, which are then checked for household
duplication. The auditing system also enables program administrators to create ad hoc audits, looking at data on
individuals, retailers, dollar amounts, and other relevant parameters.

e Retailer Frand:

o TMR has a set of sophisticated systems audits that enable us to detect patterns and irregularities in the
point-of sales data received from participating retailers. These tools are used to analyze the data and
any suspected fraudulent activities are investigated by TMR’s staff.

o The retailer participation program adds an extra layer of fraud protection because it requires that data
be submitted by the retailer who is less likely to engage in fraudulent activities especially if they are
registered with the state for participation in the program.

o The requirement of corroborating data received from 2 different sources, the Retailer and Consumer
both deters and prevents fraud.

Consumer Fraud:

o Duplicate entries are eliminated — the client defines duplicate checking parameters based
upon the rules of the promotion i.e. “One per Household”

o The barcode on every claim is scanned into the TMR system to verify that the claim is valid.

o Proof of purchase is verified by existence of point-of-sale transaction data entered by the
retailer. This data includes Manufacturer, Model #, UPC#, Customer Name, Store Address,
and any required recycling/replacement information.

o TMR maintains quality control reviews at each stage: batch processing; check/premium
processing; shipping.

o Bank accounts have maximum value stipulations for check clearance.

o Bank statements are reviewed for irregular dollar amounts and check numbers.

Employee Fraud:

o InTMR’s 40 year history, we have never had one of our employees engage in fraud with an
incentive program.

o Entries are marked with an identifier of the person who processed the claim.

o Rebate records are randomly audited against the data in the system for quality, accuracy, and
as a preliminary check against fraud.

o Employee requirements for position include basic skills in computer operation and proven
record of data entry accuracy.

TMR will report all rebate claims suspected as fraudulent to the WVDEP and the United States Postal Inspection
Service as warranted and ensure the rebate claims are denied.

For more in-depth descriptions of our systems please see the APPENDIX for case studies on how our systems
have been used to prevent and mitigate fraud in other high dollar incentive programs.

Peter Howe 800-325-5095
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3. OUTREACH, EDUCATION AND MARKETING PLAN

Partnership Recruiting:
Due to the high levels of national media coverage already garnered by the program and expected high levels of
local media coverage when the program begins, we believe most potential partners will be aware of the program
and will be seeking more information. For this reason we do not believe an expansive, expensive “Awareness”
marketing campaign is necessary. To this end we propose that the State concentrate its partnership outreach
efforts on:

¢ Providing potential partner organizations access to information about the partnership program

o Persuading potential partner organizations to participate in the program

e Providing potential partner organizations with an easy way to register for participation in the program.

To facilitate this we recommend:

e A Partner-Facing Website: The partner-facing website will feature information on the partnership
program, provide the benefits of participating in the partnership program, and provide retailers,
installation contractors, utilities and recyclers with an easy way to register for participation online.

e Public Relations/Press Releases: To encourage potential partners to get involved, TMR will write, post,
and send press releases that describe the benefits of participation and direct potential participation to the
Partner-facing website for registration. To earn media coverage, press releases will be posted on the
program’s website as well as sent to local mass media (TV, Radio, and Print) outlets and trade
publications.

e Optional Direct Marketing: To ensure that all potential partner organizations are provided with
compelling information on the partnership program, TMR could create and execute a direct mail/email
campaign that targets retailers, distributers, utilities, and recyclers. The piece would describe the benefits
of participation and direct potential partner organizations to the Partner-facing website for more
information and registration.

Consumer Qutreach

Due to the high levels of national media coverage already garnered by the program and expected high levels of
tocal media coverage when the program begins, we believe most residents will be aware of the program and will
be seeking more information. For this reason we do not believe an expansive, expensive “Awareness” marketing
campaign is necessary. To this end we propose that the state concentrate its partnership outreach efforts on
Publicity & Public Relufions activities that extend and deepen the media’s coverage of the program beyond the
first week and Partner Advertising & Promotion activities that provide residents with all the information while
driving them to participation in the program.

e  Online Store of Marketing and Outreach Materials-To facilitate these efforts, TMR will create an
online store (similar to Amazon.com) where program partners (retailers, installation contractors, and
utilities) and the media can “Download and Print” or “Order and Purchase” outreach and educational
materials for the program. TMR’s creative services personnel will leverage and adapt existing Energy
Star education and outreach materials to develop marketing and support materials that are tailored to meet
the communication objectives of the program. TMR will use its commercial printing and distribution
capabilities to produce ship and/or mail materials with a 72 hour turn-around time.

In addition to housing “Stock™ materials, the online store will have pre-approved Energy Star templates
that can be customized by retailers and utilities o create high impact communication pieces (i.e. large
signs with the retailer’s logo or direct-mail pieces with a personalized message to the recipient). These
materials will include:

¢ Technical fact sheets, rebate forms, program manuals/handbooks
Pamphlets, brochures, flyers, direct-mail pieces,
Free -standing inserts and print advertisements
Point-of-sale Materials including Shelf Talkers and Signage
Messaging and cross promotional materials for inclusion in the communication pieces that
partners are already planning to send. (E.g. Retailer Advertising, Consumer Utility Bills etc.)

e & 8 o

Peter Howe 800-325-5095
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e Publicity and Public Relations - To make “Pick-up” by the media easy, we will make information
readily available for download, print and or ship via the programs online ordering site. Materials will
include:

e Energy Star Promotional and Educational Materials

Energy Star TV, Radio, and Print Public Service Announcements

Energy Star B-Roll footage for TV newscasts

Program Press Releases

Articles for newsletters and trade publications

& & 9 @

To generate additional excitement and stimulate media “Pick up” TMR will write, post, and send press
releases to local media outlets (TV, Radio, Print, and Web) that explain the benefits of the program to the
retailers and residents. In addition the inclusion of a “Funds Countdown” clock on the program’s
consumer facing website will be linked to by many sources and should continually re-engage the local
media each time a critical threshold is reached.

e Partner Advertising and Promotions

e Retailers: The retailers will act as the frontline for publicizing and explaining the program to
residents. Because they are dispersed throughout the state, they are the ideal partners for
quickly and efficiently communicating detailed program information.

e Utilities: TMR will work with local utilities to cross promote each others rebate programs by
linking to each other’s websites. In addition, TMR will make promotional materials available
to local utilities for inclusion in their monthly billing statements.

o  Manufacturers: TMR will support the State’s efforts to gain support for the program from
major manufacturers and can offer them access to the programs online store for marketing
materials.

The cost of these outreach and educational activities would be paid for or submitted in kind by partner
organizations and count towards the required 50% match of administrative costs.

Peter Howe 800-325-5095
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4. REBATE PAYMENTS

Please see Section 1 for detailed explanation of how TMR will comply with the States guidelines for funding and
issuing rebate payments. The section details the issuing rebates via prepaid credit card, however, should the state
desire to issue rebates via check, TMR could facilitate this as well at an approximate cost of $1.25/rebate.

5. OVERSIGHT AND REPORTING

As detailed in Section T TMR provides its customers with robust, online reporting systems that captures and provide
real-time reporting on all aspects of the incentive and rebate programs. Reports are web-based and can be exported to
Excel or other reporting tools. Upon award, TMR representatives will meet with the West Virginia Department of
Environmental Protection to, gather all reporting requirements and customize our existing systems; ensuring that they
generate all of reports required by the Department. This includes: Application Activity, Tracking Information,
Project Issues, Issue Resolutions, Customer Service Logs, Budget Updates, Retailer Participation and any other
reports as determined the department.

The pricing proposed is for the program as described in the RFP. In answer to question 5.7.1 our assumptions are
based in our experience, we do not expect any cost over-runs, and will honor all the prices we have committed to as
long as the scope and scale of the program does not significantly change. The only other way the State would incur
cost overruns is if the number of rebates issued surpasses 27,500. In the even that the program generates more than
27,500 rebates, the incremental cost for the program will be $5.50/rebate issued.

6. PARTNERSHIPS AND CONTRACTUAL AGREEMENTS

All partnership and Marketing activities described in Sections 1 and 3 of this proposal are designed as platforms to
support West Virginia's Department of Environmental Protection’s partnership efforts. All of the partners and events
described in this section of the RFP can be seamlessly integrated into the program at no additional cost.

Peter Howe 800-325-5095
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7. PROGRAM LAUNCH
The attached implementation plan provides the framework for getting West Virginia’s program up and running in 30
business days.

Key Program Milestones

Target
Completion
Key Tasks Approximate Timeline Date
1|Finalize team, gather program requirements and set goals 3 days 18-Apr
2|Consumer Site & IVR Go Live 2 weeks (concurrent) 12-Apr
3|Finalize IT specifications and complete development 5 weeks 23-Apr
4A|Finalize Operating plan 2 weeks {concurrent) 23-Apr
5|Finalize State Funding process ‘ 1 week {concurrent} 23-Apr
6{Finalize details i.e. artwork for rebate checks, rejection letiers etc. 1 week {concurrent) 23-Apr
7|Develop Training Materials 1 week (concurrent) 23-Apr
8{Retailer Site Go - Live 1 day 24-Apr
9{Train Staff, State & Retailers & Receive Retatler Registrations 5 days 29-Apr
10|Program Go Live 1 day 30-Apr
11|Program Runs with all Partners Contributing Until Funds Expire 1 year 29-Apr
12|Program End with Immediate Aleri on all sites 1 day 29-Apr
13|Final Program Review & Reporting 1 week B-May
14|Ad-hoc Reporting Available for year after program close. 1 year May-12
Peter Howe 800-325-5095
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Detailed Implementation Plan Assuming March 15, 2010 Award Date
West Virginia Energy Star Appliance Rebate Program implementation  |Business Days - 30 Total Start End
Implementation Team Kickoff 3 days 15-Mar 18-Mar
Formalize Implementation Team - Define Team Members 1 day
Confirm implementation Plan and metrics and reporting requirements 2 days
IT - System Specifications, Set-Up, Testing 25 days (1) 19-Mar 23-Apr
Specifications and Deliverables 5 days
Confirm entire process and associated specifications 4 days
Obtain any deliverables from State (Graphics, Data, efc.) 1 days
Development 15 days
Develop any reqguired customizations to current system 10 days
| _Design & Populate Consumer Facing Site for Go Live April 12 5 days 12-Apr
Testing 5 Days
Conduct Internal Application Testing 3 days
Confirm data transfer and any user (External) acceptance Testing 2 days
Set Up VR for Go Live Mar. 31 5 days (1) 12-Apr
Populating 2 days
Programming 3 days
Set Up Funding Process 5 days (1)
Decide between self funding and immediate funding options 3 days
Implement funding process 2 days
Set Up Production Process 10 days (1)
Process map final workflow for production & data departments
Define rebate verification process inciuding scanning and match to system |7 days
Back Office rebate processing - start & end dates 4 days
Dedicated P.O box 1 day
Baich process - submit rebates 3 days
Define outbound process 3 days
Check printing 2 days
Rejection process & protocol 4 days
Develop Systems Training 5 days (1)
Develop All Training Materials 5 days
Retailer & Reporting Sites Go-lLive 1 Day 24-Apr
Conduct Training/Sign Up Retailers 5 Days 24-Apr 29-Apr
Train TMR Calf Center and Helpdesk Staff 2 days (2)
Train State Program Administrators 2 days {2)
Post Training Video & Sign Up Retailers 5 days (2)
Program Go-Live 1 Day 30-Apr
Program Runs with all Partners Contributing Uniil Funds Expire 1 year 30-Apr | 29-Apr
|Program End with Immediate Alert on all sites 1 day 4/30/2011
Final Program Review & Reporting 1 week 1-May 8-May
Ad-hoc Reporting Available 1 year May 2011 May 2012

Notes: (1) Funding, Systems, Operations and Training setup projects will be run concurrently

(2) Training & Retailer Sign up will run concurrently

Peter Howe
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APPENDIX
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BSH HOME APPLIANGES CORPORATION
January 22, 2010
To Whom It May Concern:
Approximately two years age TMR designed and deployed a web-based incentive system for retail
sales agents selling BSH home appliances. They were able to successfully translate our paper-
based system on to the web and provide us with debit card funding services.
Their web-based incertives management tools have enabled us to significantly increase our
efficiencies while greatly decreasing incidents of fraud. In addition, the robust reporting their
system provides has enabled us to analyze and improve the effectiveness of our programs.
TMR constantly improves its system and services, alfowing us to do the same. The service they
have provided us is fantastic and the technology behind their solutions is best in class.
it is my pleasure to recommend TMR to your company.
Sincerely,
N
Gary Thyer
Director, HSSC
BSH Home Appliances
For Profit Business
‘Gary Thayer:
281-890-7569
-gary.thayer@bshg.con
Director HSSC
BOSCH AND SIEMENS HOME APPLIANGES GROUP
85H Home Appliances Corporation
0600 West Sam Houston Pkwy North
Houslon, TX 77064
Fhone: 281-830-7560 Fax 281-477-0300
Peter Howe 800-325-5095
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To Whom It May Concern:

1 am writing this letter to et you know how pieased LG Electronics has been with the quality of service TMR has provided
our company. A little over a year ago TMR implemenied a web-based incentive management system that replaced our
paper-based system. We have greatly benefited from our relationship with TMR and recommend them based on their
responsiveness and our overall satisfaction the services they provide.

Working with TMR has enabled us to reduce the administrative burden of our primary sales incentive program, greatly
increased the speed with which we pay claims and reduced the amount of fraud in our programs. This, in turn, has
improved L.G's position in the Canadian market. The web-based SPIFF systemn they designed and implemented for us
has reduced our typical incentive fulfillment time. Their auditing application and reporting tools have greatly improved our
ability to prevent fraud. The automation they have provided has resulted in significant savings for our company.

I highly recommend their services and would be glad to answer any questions you may have about the company.

Sincerely,

Laura Mcgowan
Director-Sales

LG Electronics Canada
Laura.megowan@ige.com
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@ J.P. Murphy Highway
Wast Warwick, RI02893

ToWhom it May Concern:

. For about 2 years, TMR has been successfully running Cox Communications consumer rebate
programs. Their innovative solutions have improved our customer service levels and reduced
our overall program costs. TMR designed and implemented a web-based, turnkey rebate .
program solution that met all of our objectives:

Upload/import of account information

Variable data printing and mailing services

A separate URL for each program

Online rebate and status lookup

Barcode scanning and data entry

Rebate validation

Check processing and distribution

Administrator offerings, including program and account searches
Real-time reporting and metrics

* & & & 3 ¢ 8 @

in addition to providing us with a system for improving customer service levels and reducing
fraud, TMR has reliably and quickly validated and processed all of our customers’ claims. Hisa
real pleasure to work with a company that understands the meaning of reliability and efficiency.

Aoy Wbt

Acquigition and Retention Specialist
Cox Communications-Naortheast
401-815-1827
Kimberly.Webher@Cox.com

Sincerely,

Peter Howe ) 8§00-325-50695
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Case Studies

Organization: Cox Communications
Nature of Work: Various consumer Rebate programs from spring 2008 — Present

Program Objective
» Process consumer rebates

; Custemer Home: Dara Vacghon BecountHurber: 4TGE1IGST252205 |
e |mprove customer service Staet Addros: 52 Elnca Chosk tumte: 4052
WNorth Laa Yegas, NV 63031 Date Receivad: 12222068
e Reduce ove ra“ program COStS Tefephane Numben Rebato Amount: 5120.00
EMail Addeass: Approved: Yas
TM R S o!uti on Currant Status: Maited: 03/27/2863
TMR designed and implemented a web-based, turnkey A3 10 wasks for ey

program solution:
Upload/import of account information

e Variable data printing and mailing services

= A separate URL for each program o

e Online rebate and status lookup s B0

¢ Barcode scanning and data entry PR
» Rebate validation o S

e Check processing and distribution

s Administrator offerings, including program and accol:

searches
¢ Real-time reporting and metrics

Results
e Currently processing 3,500 rebates/week
e Recently led redesign of rebate forms which resulte iwu - "
a 30% reduction in calls fo the consumer hotline N I

il Sy i
AGX A1 D IEMIEANGTMLEN AR LN e
T T e

Principal Contact

R e

Kim Webber ' B
Acquisition and Retention Specialist
Cox Communications-Northeast
401-815-1827
Kimberly.Webber@Cox.com

Peter Howe 800-325-5095
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Organization: Philips Electronics
Nature of Work: Fully integrated, web-based rebate system from 1995 to present

Progra

m Objectives

o Process more that 500,000 rebates annually

o Imp

rove consumer satisfaction

e Reduce overall program cosis

TMR Solution

8 @& 2 e 2 @

TMR designed and implemented a fully integrated, web-
based rebate system with the following functions:

Easy online rebate entry and status lcokup
Administrator offerings, including program setup and
maintenance

Rebate validation and fraud detection

Real-time metrics for forecasting and invoicing
Customer financial institution integration

Global check distribution

Results
Customer Service Improvements: Moved from a call

center solution to a web-based system. Philips customer '

service calls dropped by 50%

Fraud Reduction: The new process flagged fraudulent
claims enabling Philips {o verify their customers claims
quickly

Cost Reduction: Annual spend decreased by 32%

Principal Contact

Jim Simmons

Senior
770-82

Sourcing Specialist Marketing & Sales
1-3468

iim.simmons 2@philips.com

Peter Howe

phowe@tmrinc.com Page 45

State of West Virginia
R¥P DEP14971

i

Y

§60-325-5095
www.tmrinc.com



State of West Virginia
RFP DEP14971

Organization: Electrolux Home Products
Nature of Work: Comprehensive channel marketing
incentive system 1998 ~ Present

Program Objective

Transform Electrolux’s primary sales incentive program
s Increase access, ease of use, and transparency

e Reduce cost

TMR's Solution
Design and implement sales incentive a system with:
e Online sales entry and rewards tracking for sales

TVIR Job #132523 Shottar Rebata Sffar

people at all partlc:Ipatmg dealers 2 e ;::ﬁ::_ i T 2 230 5 1,950,09

. . . . . 8 314703 sfinfey | & [} 15 63 .. 945.00

o The entire channel hierarchy on a single online e e smaja T T T s
SL/0Y srajen b :] T 17 4 255 ﬂﬂ

platform e e e e e

¢ Online approval oversight of all dealer salesperson

registration and reward transactions
e Web-based entry of data by participants
s Salesperson, dealer, and district level reporting
¢ Fraud auditing tools
s Administrator and district manager oversight on e E—
registrations and fraudulent transactions TiE ee—
s Debit card funding o b e
Results e g e
e Customer Service Improvements: Replace the IVR ET‘E;?‘?::‘“M
and paper based system with a web-based system  [resrmesm
» Fraud Reduction: Provided complete transparency s
to over a million transactions annually in one P T ——————
system e Lo s a s e e
o Cost Reduction: Combination of fraud reduction S——

and movement away from paper-based system for
approximately 1 million transactions results in
significant savings

Principal Contact

Bob Delira

Director of Sales Support
706-651-7191
Robert.Delira@electrolux.com

Peter Howe 800-325-5093
phowe@tmrinc.com Page 46 www.tmrinc.com



% State of West Virginia
RFP DEP14971

Alternative Program Options

After a careful review of all goals, objectives & requirements of West Virginia’s Department of Environmental
Protection and DOE SEEAR program, consulting with the leading manufacturers in the category, and applying our
40 years of experience to the subject matter, we have written an analysis of what we believe are the 4 best models the
state authorities can use to efficiently and effectively implement their ARRA-funded appliance rebate programs.
Each approach is operationally sound and built on proven best practices in the market place. Each has its relative
strengths along the dimensions that are most important fo the program’s administrators:

e Cost Effectiveness
The Consumer’s/Resident’s Experience
The Prevention of Over Subscription
Comprehensive, Accurate, Real-Time Reporting
Fraud Prevention
Funds Utilization
Retailer/Utility/Community Engagement
Economic Stimulus and Energy Efficiency

¢ & 9 © & @ 8

The following provides a detailed description of how each program would work and a comparison of the relative
strengths and weaknesses of each program. The 4 approaches are as follows:

1. A Traditional Mail-in Rebate Model Est. Cost $217,000

This option is most familiar to consumers. After a consumer buys the appliance they fill out and mail in their rebate
claim along with their supporting documentation (Proof of Purchase, Proof of Replacement etc.). Rebates are
processed and paid on a first-come-first-served basis. Once funds are depleted to a predetermined level, and
notification is provided to all channels that the program has ended.

2. A Consumer Reservation and Mail-In Rebate Model Est. Cost $214,000

In this option, consumers “Reserve” their rebate online or via a 1-800 number, purchase their appliance, and mail in
their rebate claim along with their supporting documentation. Upon verification, the consumer is mailed a check for
the rebated amount. Once funds are depleted to a predetermined level the system will not accept any more
reservations, and notification is provided to all channels that the program has ended.

3. A Retailer Confirmation and Mail-In Rebate Model Est. Cost $197.456 *RECOMMENDED*

[n this option, retailers use an online system to reserve and allocate rebate funds in real time at the point of sale.
Consumers then mail in their rebate claims along with their supporting documentation. Upon verification, the
consumer is mailed a check for the rebated amount. Once funds are depleted to a predetermined level the system will
not accept any more reservations and notification is provided to all channels that the program has ended.

4, An Instant Rebate Model Est. Cost $160.000

In this option, consumers are given their rebate immediately at the time of purchase. The retailers use an online
system to reserve and allocate rebate funds in real time at the point of sale. The retailer is reimbursed for the monies
paid to consumers by mailing in the required paperwork to the TMR. Once funds are depleted to a predetermined

level the system will not accept any more reservations and notification is provided to all channels that the program
has ended.

Peter Howe 800-325-5095
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Model Comparisons
Retaiter
Consumer Fraud Funds Over- Reporting Effort

Maodel Cost Experience | Prevention | Utilization |Subscription Spesd Required Qverall

Consumer Mail-In Rebate | Highest c C D b D A c
Consumer Reservation & .
Consumer Mail-in Rebate Medium c c B B B A B
Retailer Reservation &
Consumer Mail-in Rebate Low B A A A A B A-
instant Rebate Lowest A A A A A D A-
Detailed Comparison
Program Model Advantages Disadvantages Cost

e Familiarity - Consumers are familiar
with this process

e Cost - Higher costs driven by higher
levels of data entry, higher number of

First-come- e Retailer Burden - Does not require checks mailed and need for general $353
first-served action from retail community inquiry call center
Mail-in Rebate » Funds Utilization - The only way to
prevent over subscription is to keep a
large reserve to cover submittal lag
¢ ¥raud Prevention - Uncorroborated
submissions makes program more
susceptible to fraud
¢ Reporting Lag - Long “Information
Black Qut” period because claims can’t
be “seen” until submitted
o Retailer Engagement - No built in
mechanism for retailer engagement
¢ Cost - Lower processing costs because |e Cost - Higher costs driven by higher
data entry is done by the consumer number of checks mailed and need for
Consumer e Awareness - Reservation system adds general inquiry & reservation call center 333
Reservation a sense of “Excitement” s Consumer Experience - Higher
and Mail-In | Over Subscription - Lowers, but does | potential for bad consumer experience
Rebate not eliminate the risk of over due to complexity of system
subscription e Over Subseription - Lowers, but does
¢ Funds Utilization - Insight into not eliminate the risk of over
funding draw~down enables smaller subscription
“Safety Fund” » Fraud Prevention - Reservation system
¢ Reporting Speed - Provides faster could open new doors for fraud and
insight into program performance and create a “Reservation Black Market”
funds depletion rate e Funds Utilization - “Safety Fund” still
¢ Retailer Burden - Does not require required to protect against unpredictable
action from retail community slippage from reservation to rebate
¢ Reporting Accuracy - Slippage and
changes in purchase intent from
reservation to rebate.
¢ Retailer Engagement - No built in
mechanism for retailer engagement
Peter Howe 800-325-5095

phowe@tmrinc.com
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Program Model Advantages Bisadvantages Cost

e Cost - Lower costs due to lower levels |e Cost - Higher than instant rebate due to
of data entry and no need for general number of checks mailed

Retailer inquiry call center ¢ Retailer Burden - Requires retailer
Confirmation e Consumer Experience - No participation and data entry of claims S
and Mail-In uncertainty around funds availability
Rebate ¢ Fraud Prevention - Corroboration of

retailer and consumer data greatly
reduces fraud potential

e Over Subseription - Real-time
allocation of funds eliminates
oversubscription risk

e Funds Uiilization - Real-time insight
into funds drawdown maximizes fund
utilization by eliminating need for
large “Safety” fund

» Reporting Speed & Accuracy -
Provides immediate and accurate
insight into program performance

o Retailer Engagement - Gets retail
community directly involved in
program, aiding outreach to non-urban
areas.

e Cost - Lower costs due to lower levels {e Retailer Burden - Requires retailer data
of data entry and limited number of entry of claims, and requires them to

Instant Rebate | checks mailed “advance funds™ and then wait for 5

» Consumer Experience - Rebate is reimbursement. Requires retailer to
immediate and certain finance the rebate and trust the that the

e Economic Stimulus — May increase program will not run out of money
consumer spending at the point of before they are paid
purchase and time of sales

o Fraud Prevention - Reduces chance
of fraud, the retailer acts as security

® Over Subscription - Real-time
allocation of funds eliminates
oversubscription risk

» Funds Utilization - Real-time insight
into funds drawdown maximizes fund
utilization by eliminating need for
large “Safety” fund

e Reporting Speed & Accuracy -
Provides immediate and accurate
insight into program performance

o Retailer Engagement -~ Gets retail
community directly involved in
program, aiding outreach to non-urban
areas

*RECOMMEND*

Peter Howe 800-325-5095
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Detailed Model Descriptions

First-Come-¥First-Served Mail-in Rebate

How The Program Works:
After a consumer buys the appliance they fill out and mail-in their rebate claim along with their supporting documentation (Proof of

Purchase, Proof of Replacement etc.). Rebates are processed and paid on a first-come-first-served basis. Once funds are depleted to a
predetermined level, notification is provided to all channels that the program has ended.

Key Elements:
e  Mail-in Rebate

e  Supplier data entry, processing and reporting

Relative Cost: $588: Overall highest cost. Highest processing costs of all models due to the processing work required by the TMR,
lowest systemns cost due to the minimal customization required.

The Consumer Experience & Process
Consumer gets rebate form directly from retailer or via program website.

Consumer purchases their appliance(s) and obtains the required support documentation (Proof of sale, replacement, recycle ete.)
Consumer fills out their rebate form, attaches the required support documentation, and mails in the claim

Supplier processes claim information (including data entry) and verifies claim against program rules & requirements

If the Consurner’s request is valid, Supplier mails a rebate check to the Consumer

If the Consumer’s request is not valid, Supplier mails a rejection letter to the Consumer.

Notification is provided to all channels as funds expire

Some consumers are likely to properly complete process but not receive their rebate.

i I S e

Efficacy of Frand Prevention:
Traditional fraud prevention methods include address verification and duplicate removal.

Prevention of Over Subscription;
Over subscription will oceur unless the state closes the program early, say with 10-20% of program funds still available for use.
Communication of early closure of the program creates “Safety Funds” required to cover lagging rebate submittals.

Efficiency of Funds Utilization:
The state may choose to end the program early in order to communicate to consumers and avoid their dissatisfaction due to purchase

of appliance expecting a rebate and not receiving it. In this case the funds remaining (Safety Funds) would be utilized in a related or
second, smaller scale program.

Speed and Accuracy of reperting:
The traditional reporting will be available and it will be delayed to the extent that it takes time for the consumers to submit the claims

and for the supplier to process those claims. This “Information Black Out” period typicaliy has a two week timeframe.

Level of Retailer Invoelvement:
Retailers would have very limited responsibilities in this version of the program, and would stand to benefit along with manufacturers
from increased resulting sales.

Peter Howe 800-325-5095
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Consumer Reservation and Mail-In Rebate

How The Program Works: _
Consumers “Reserve” their rebate online or via a 1-800 number, purchase their appliance, and mail in their rebate claim along with
their supporting documentation. Upon verification, the consumer is mailed a check for the rebated amount. Once funds are
depleted to a predetermined level the system will not accept any more reservations, and notification is provided to all channels that
the program has ended.

Key Elements;

e  Online portal and call center for consumer reservations
e Mail-in Rebate

e  Supplier verification, processing, and reporting

Relative Cost: $3: Second highest cost model. The relative cost will be reduced because the majority of consumer’s will enter
their own data online. There will be higher systems charges due to the creation of the consumer portal for this data entry and costs
could increase significantly if the consumers choose to call in.

How the Consumer Reservation System Works

A consumer-facing website provides consumers with a website/1-800 number to reserve a rebate as well as a place to look up the
status of their rebate. The site would also provide Consumers with useful information including: Program goals, guidelines,
requirements, answers to FAQ’s, lists of eligible products, participating retailers& recyclers, and links to related sites.

The Consumer Experience & Process:

1. The consumer hears about the program through various sources, the retailer provides rebate information to Consumer upon
purchase of rebate-eligible appliance.

2. Consumer “Reserves™ their rebate by entering their request into the program’s website, or by calling a dedicated 1-800 number.
The reservation request includes applicable appliance, recycle, and consumer information.

3. When their reservation request is submitted, the system automatically deducts the rebate amount from the programs available
funds and the consumer is provided with a printable a confirmation page with a unique id# and barcode that ties the transaction
to the Supplier’s rebate processing system.

4. The Consumer prints the rebate confirmation page, purchases their appliance(s), attaches the required support documentation,
and mails in the claim.

5. Supplier processes claim information (including data entry) and verifies it against program rules & requirements.

6. Ifthe Consumer’s request is valid, the Supplier mails a rebate check to the Consumer.

7. [fthe Consumer’s request is not valid, the Supplier mails a rejection letter to the Consumer,

This model has a complex system and a lack of certainty, creates more ways and thus a higher potential for creating a negative
consumer experience, These ways include the consumer confusion created by complex expiration rules and uncertainty about rebate
funds availability. It should be noted that this model runs counter to the fact that many consumers don’t know what they are going
o purchase before they get to the store, is biased towards those with internet access, can not be used for “% off” rebates, inhibits the
retailer’s and manufacturers ability to cross promote/sel} additional products.

Efficacy of Fraud Prevention:
Medium level fraud prevention and this system could create a “Reservation Black Market”

Efficiency of Funds Utilization:
While reservation system provides insight into purchasing behavior, its predictive ability suffers as many consumers will reserve

rebates that they never actually use. This tendency towards overestimation should be monitored and adjusted for throughout the life
of the program. :

Prevention of Over Subscription:
This model might prevent oversubscription, but its anticipated poor predictive ability could be an issue.

Speed and Accuracy of reporting;
Consumer entered reservations provide relatively quick insight into program performance, but accuracy of consumer’s “claimed
intent” is suspect.

Level of Retailer Involvement;
Does not require action from or engage the retail community in the process

Peter Howe 860-325-5095
phowe@tmrinc.com Page 51 www.tmrinc.com



% State of West Virginia
S RFP DEP14971
Retailer Confirmation and Mail-In Rebate

How The Program Work:

Retailers use an online system to reserve and allocate rebate funds in real time at the point of sale. Consumers then mail in their rebate
claims along with their supporting documentation. Upon verification, the consumer is mailed a check for the rebated amount. Once
funds are depleted to a predetermined level the system will not accept any more reservations and notification is provided to all
channels that the program has ended.

Kevy Elements:

» Retailer Participation

¢ Web-based Program Portal

e  Mail -in Rebate

s  Supplier verification, processing, and reporting

Relative Cost; $3: This is the second lowest cost model due to the reduced data entry requirements on the Supplier. However,
compared other options, additional costs are incurred for the development of a customized program and mailing of checks to
consumers.

How Web Portat Works:

The web portal consists of consumer, retailer and state administrator facing websites. The portal centralizes the collection and
dissemination of payment information to/from all stakeholders in real-time. In addition to automating processes and providing real-
time transparency into the program, the data collected from the portal is used by Supplier to detect fraud, speed up claim verification,
and ensure that the program does not get oversubscribed.

How the Retailer Participation Program Werks:

The retailer registers for the program via the program’s web portal. The retailer enters claims as the sales are made, the system
generates rebate forms with unique 1D barcodes for the retailer to aggregate and mail in for verification of their reimbursement. When
the Retailer enters the claim online at the point of sale, the system automatically deducts the rebate amount from the programs
available funds and generates a confirmation page for the consumer,

The Consumer Experience & Process;
1. When a consumer purchases an eligible product from a participating retailer the retailer enters a claim request into the program’s

onkine system.
2. When their request is approved, the system automatically deducts the rebate amount from the programs available funds and prints
out a confirmation page with a unique id# and barcode that ties the transaction to the Supplier’s rebate processing system.
The retailer prints the confirmation page and gives it to the consumer,
The consumer attaches the required support documentation and mails in the claim.
The Supplier scans and verifies claim.
If the Consumer’s request is valid, the Supplier mails a rebate check to the Consumer.
If the Consumer’s request is not valid, the Supplier mails a rejection letter to the Consumer.

No W

Efficacy of Fraud Prevention:
Most fraud is eliminated by having the retailer provide information at the point of sale.

Efficiency of Funds Utilization:
Real-time allocation of funds combined with a built in “Stop” mechanism enables the State to keep few or no funds in reserves
(Safety Fund) and spend less on program administration.

Prevention of Over Subscription:
Real-time allocation of funds eliminates oversubseription risk.

Speed and Accuracy of reporting;
Data is captured at the point of sale, enabling real-time reporting of highly accurate information .

Level of Retailer Involvement:
Retailer is required to register and enter the sale, which requires in store internet capability, registration and claim entry.

Peter Howe . 800-325-5095
phowe@tmrinc.com Page 52 www.tmrinc.com




State of West Virginia
RFP DEP14971

Instant Rebate

How The Program Work:

Consumers are given their rebate immediately at the time of purchase. The retailers use an online system to reserve and allocate
rebate funds in real time at the point of sale. The retailer is reimbursed for the monies paid to consumers by mailing in the required
paperwork to the rebate processor. Once funds are depleted to a predetermined level the system will not accept any more
reservations and notification is provided to afl channels that the program has ended.

Key Elements:
e Web-Based Program Portal

@ Retailer Participation and Funding Program
@  Supplier verification, processing and reporting

Relative Cost: $: This is the lowest cost model due to reduced check writing and data entry.

How Web Portal Works:

The web portal consists of consumer-, retailer- and state administrator- facing websites. The portal centralizes the collection and
dissemination of payment information to/from ali stakeholders in real time. In addition to automating processes and providing real-
time transparency into the program, the data collected from the portal is used by the Supplier to detect fraud, speed up claim
verification, and ensure that the program does not get oversubscribed.

How the Retailer Participation Program Works:

The retailer registers for the program with the Supplier via the program’s web portal. The retailer enters claims as the sales are made;

the system generates rebate forms with unique 1D barcodes. The retailer collates and mails in afl documentation for verification of

their reimbursement,

I. When the Retailer submits the claim at the point of sale, the system will automatically reduce the rebate amount from the
available rebate funds

2. Upon order submit, the Supplier’s system generates a confirmation page with a unique id#, which ties to the transaction saved on
the portal.

The Consumer Experience & Process:

1. When a Consumer purchases an eligibie product from a participating retailer the Retailer enters a claim request into the
program’s online system.

When a rebate request is approved, the system automatically deducts the rebate amount from the programs available funds and
prints out & confirmation page with a unique id# and barcode that ties the transaction to the Supplier’s rebate-processing system,
The Retailer prints the confirmation page and gives this to the consumer.

The Consumer brings the confirmation page to the payment register along with other sales documentation.

The Retailer scans the confirmation page and provides an instant rebate for the purchased appliance.

The Retailer aggregates their claims (daily/weekly) attaches the required support documentation, and mails in the claims

The Supplier scans and verifies claim.

The Retailer is mailed a check for all valid claims and a report listing the reason for all rejected claims.

b2
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Efficacy of Fraud Prevention;
Having two sources of corroborating information (retailer and consumer) greatly reduces fraud potential, Additionally in the case of
fraud, retailers are more easily tracked and compelled to reimburse or pay damages by State authorities,

Efficiency of Funds Utilization:
Real-time allocation of funds combined with a built in “Stop” mechanism enables the State to keep fewer or no funds in reserves

(Safety Fund) and spend less on program administration.

Prevention of Over Subscription:
Real-time allocation of funds eliminates oversubscription risk.

Speed and Accuracy of reporting:
Data is captured at the point of sale, enabling real-time reporting of highly accurate information,

Level of Retailer Involvement;
Due to claim entry and funding requirements, the retail community must be partners in the program.
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[Provided by TMR, Inc. {3/4/10)
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Assumptions Qurantity Comments
Total Program Funding $1,741,100]Based on RFP
Estimated Number of Rebate Submissions 27,138|Based cn RFP
[Estimated Number of Electronics & Appliance Retallers/installation Contractors 1,3361Source; Allbusiness.com (Retailers X 2)
Claim Percent Valid Assumption 98%|Higher than nomal (85%) due fo retaifer participation
General inquiry Phone Calls 27,138}Assumes 1 call per rebate
Prograrn Paztner inquiries/Resolutions 1,336 IAssumes 1 call per retailer location/instaflation contractor
Consumer inquiries/Resoiutions on submitted rebates 1,357 |Assumes 5% of claims (historical average)
Rebate Raimbursement Checks Generated for Retailers NA Only relevant for Insiant Rebate
Estimated Total Administration Costs $197,4561Total of all activities baiow
Total Processing Cost Per Rebate $7.281Total charges divided by folal rebate volume
Service Description Unit Price Quantity Total Cost Notes
System Fees :
Program Platform Set Up and Customization: One-time $30,000.0C 1 $30,000 {1)
Website Updates During Live Program Hours 126.00 20 $2,500
System Hosting Fee, Management and Administration Monthly 350.00 12 §4,200 {5)
Post Office Box Rental {Semi-annual 225.00 2 3450
Sub Total $37,150/
Per Redemption Costs
Receive, Scan and Verify Claims Per claim $1.25 27,138 $33,923
Sub Total $1.25 $33,823
Prepaid Credit Card Processing Cost
Custom Card, Insert and Envelope (Includes Postage) Each $3.50 27,138 $94,983
Subs Total $3.50 27,138 $94,983
Training/Education
Procuce Cnline Retailer Training Video Cne-time $5,000.00 1 30 {8)
Create Refailer Program Training Manual and Make Available for Download/Crder One-time $1,000.00 1 $0 (8)
[Miake 10 Stock Energy Star Product Training Manuals Available for Downiocad/Ordar Each $50.00 10 $500
Conduct 1 Hour Online Webinar for Up To 5 State Program Administrators Each person $200.00 5 $1,000
Create, Print and Send Up To 10 Administrative Training Manuals Each $50.00 10 $50C
Sub Total $2,000
|Markefing
[ntake 10 custom marketing templates avaiiable for download/order Each $200.00 10 $2,000 (3)
[Wirite and make availabie for download 4 press releases/articles Each $200.00 4 800 (3)
[8iake 10 Stock Eneray Star Marketing pieces available for downlcadforder Each $50.00 10 5500 {3)
Sub Total $3,300
Travel
‘Travel for TMR Employes Trips to State Employeeftrip $500.00 8 $3,000
Sub Total $3,000
Other Services
Program Administration Per month $1,000.00 12 $12,000 ()
Set up Fee for General Inquiry [nteractive Vioice Response System (IVR) One-Time 52,500.00 1 $2,500
Calls into General Inguiry Interactive Volce Response System (IVR) Each $0.12 27,138 $3,257
Live Agent Helpdesk Calls/Emails From Program Partners Each $4.C0 1,336 35, 344 {4)
Sub Total $23,101
Total Program Budget
Total Budgeted Cost of Services including Postage $187,456

{2) Lower cost postage due to savings from high velume bulk mailing

{3) Includes all creative, copywriting, graphic design and technical services.

(4) Assumes 4 minute call length for calis to support State and program partners wilh
(5} Assumes program will be live and need full administrative support for 12 months.
(8} Charge Waived, Service Offered In Kind

Pater Howe
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