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The Interlocal Purchasing System (TIPS Cooperative)
Supplier Response

Bid Information Contact Information Ship to Information

Bid Creator Mr. David Mabe National Address Region VIII Education Address
Coordinator Service Center

Email david.mabe@tips-usa.com 4845 US Highway 271
Phone +1 (903) 243-4759 North Contact
Fax +1 (866) 749-6674 Pittsburg, TX 75686

Contact Kim Thompson, Department
Bid Number 01071615 Coordinator of Office Building
Title Networking Equipment, Operations

Software and Services Floor/Room
Bid Type RFP Department Telephone
Issue Date 05/01/2015 Building Fax
Close Date 6/12/2015 3:00:00 PM CT Email
Need by Date Floor/Room

Telephone +1 (866) 839-8477
Fax +1 (866) 839-8472
Email bids@tips-usa.com

Supplier Information

Company En-Net Services
Address 712 N. East Street

Frederick, MD 21701
Contact Ed Floyd
Department Sales
Building
Floor/Room
Telephone 1 (301) 846-9901
Fax 1 (301) 846-9902
Email efloyd@en-netservices.com
Submitted 6/11/2015 1:40:59 PM CT
Total $0.00

Signature Ed Floyd Email efloyd@en-netservices.com

Supplier Notes

Bid Notes

Bid Activities

Bid Messages
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Date Subject Message

05/07/15 Pre-Bid Webinar 1. Click to start and join at the specified time and date:
https://global.gotowebinar.com/ojoin/6725893313349788930/724887489667689990
Note: This link should not be shared with others; it is unique to you.

2. Choose one of the following audio options:

TO USE YOUR COMPUTER'S AUDIO:
When the Webinar begins, you will be connected to audio using your computer's microphone and speakers
(VoIP). A headset is recommended.

-- OR --

TO USE YOUR TELEPHONE:
If you prefer to use your phone, you must select "Use Telephone" after joining the webinar and call in using
the numbers below.

United States
Long Distance: +1 (415) 655-0051

Access Code: 749-762-945
Audio PIN: Shown after joining the webinar

05/07/15 Pre-Bid Webinar Time and date of the webinar:
Friday, May 8, 2015
2:00 PM CST

05/13/15 Pre-Bid Webinar (Recorded) If you missed the Pre-Bid Meeting or Webinar last week here is a link to the recorded webinar:
https://www.tips-usa.com/prebidmeeting.html
(You must have a video player plugin for your browser to view the recording.)

Please review the following and respond where necessary

# Name Note Response

1 Yes - No Disadvantaged/Minority/Women Business Enterprise - No
D/M/WBE (Required by some participating governmental
entities) Vendor certifies that their firm is a D/M/WBE?
Vendor must upload proof of certification to the ”Response
Attachments” D/M/WBE CERTIFICATES section.

2 Yes - No Highly Underutilized Business - HUB (Required by some No
participating governmental entities) Vendor certifies that
their firm is a HUB? Vendor must upload proof of
certification to the ”Response Attachments” HUB
CERTIFICATES section.

3 Yes - No Certification of Residency (Required by the State of No
Texas) Company submitting bid is a Texas resident
bidder?

4 Company Residence (City) Vendor's principal place of business is in the city of? Frederick

5 Company Residence (State) Vendor's principal place of business is in the state of? MD

6 Felony Conviction Notice: (Required by the State of Texas) My firm is, as outlined on (No Response Required)
PAGE 5 in the Instructions to Bidders document:
(Questions 7 - 8)

7 Yes - No A publicly held corporation; therefore, this reporting No
requirement is not applicable?

8 Yes - No Is owned or operated by individual(s) who has/have been No
convicted of a felony? If answer is YES, a detailed
explanation of the name(s) and conviction(s) must be
uploaded to the ”Response Attachments” FELONY
CONVICTION section.
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9 Pricing Information: Pricing information section. (Questions 10 - 13) (No Response Required)

10 Yes - No In addition to the typical unit pricing furnished herein, the Yes
Vendor agrees to furnish all current and future products at
prices that are proportionate to Dealer Pricing. If answer is
NO, include a statement detailing how pricing for TIPS
participants would be calculated in the PRICING document
that is uploaded to the ”Response Attachments” PRICING
section.

11 Yes - No Pricing submitted includes the 2% TIPS participation fee? Yes

12 Yes - No Vendor agrees to remit to TIPS the required 2% Yes
participation fee?

13 Yes - No Additional discounts to TIPS members for bulk quantities Yes
or scope of work?

14 Start Time Average start time after receipt of customer order is ____ 1
working days?

15 Years Experience Company years experience in this category? 19

16 Yes - No The Vendor can provide services and/or products to all 50 Yes
US States?

17 States Served: If answer is NO to question #16, please list which states
can be served. (Example: AR, OK, TX)
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18 Company and/or Product Description: This information will appear on the TIPS website in the En-Net is a full service IT solutions
company profile section, if awarded a TIPS contract. (Limit provider of computer hardware,
750 characters.) software, networking equipment,

cabling, infrastructure, supplies and
maintenance services to public
sector entities. En-Net’s
partnerships with industry leading
manufacturers enable us to create
turnkey solutions, have access to in
depth resources and provide the
technical capabilities required to
deliver solutions that meet the exact
specifications and IT budget for
each customer. En-Net is focused
on providing Public Sector (US
Federal, State and Local
Governments and Education)
Institutions with state-of-the-art
solutions designed to enhance the
security and efficiency of their
information systems. En-Net offers
complete hardware, software and
cabling solutions, as well as full
integration, installation and warranty
services. En-Net has serviced and
supported a vast array of accounts.
Since En-Net primarily supports
public sector accounts, we have a
strong understanding of how the
business cycle works for State and
Local Government as well as K-12
and Higher Education customers.
Established in 1996, En-Net
Services has built long term
relationships by pursuing one
common goal: Provide high quality
products and services at exceptional
value with unparalleled customer
service. En-Net is a certified
Maryland Small Business reserve
with vehicles and/or subcontracting
partnerships to meet all contracting
requirements. En-Net prides itself on
ensuring that customers receive
efficient and courteous assistance
throughout the entire sales cycle
from a dedicated account manager
who can help assess existing
infrastructures and recommend the
best solution. En-Net has included
our full company profile as an
attachment to this response.

19 Resellers: Does the vendor have resellers that it will name under this No
contract? (If applicable, vendor should download the
Reseller/Dealers spreadsheet from the Attachments
section, fill out the form and submit the document in the
”Response Attachments” RESELLERS section.

20 Primary Contact Name Primary Contact Name Ed Floyd

21 Primary Contact Title Primary Contact Title SLED Sales Manager

22 Primary Contact Email Primary Contact Email efloyd@en-netservices.com

23 Primary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 3018469901
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24 Primary Contact Fax Enter 10 digit phone number. (No dashes or extensions) 3018469902

25 Primary Contact Mobile Enter 10 digit phone number. (No dashes or extensions) 2406034881

26 Secondary Contact Name Secondary Contact Name Greg Gordon

27 Secondary Contact Title Secondary Contact Title SLED Sales Representative

28 Secondary Contact Email Secondary Contact Email ggordon@en-netservices.com

29 Secondary Contact Phone Enter 10 digit phone number. (No dashes or extensions) 3018469901

30 Secondary Contact Fax Enter 10 digit phone number. (No dashes or extensions) 3018469902

31 Secondary Contact Mobile Enter 10 digit phone number. (No dashes or extensions) 2404220474

32 2% Contact Name 2% Contact Name Angie Popoff

33 2% Contact Email 2% Contact Email apopoff@en-netservices.com

34 2% Contact Phone Enter 10 digit phone number. (No dashes or extensions) 3018469901

35 Purchase Order Contact: This person is responsible for receiving Purchase Orders (No Response Required)
from TIPS. (Questions 36 - 38)

36 Purchase Order Contact Name Purchase Order Contact Name Greg Gordon

37 Purchase Order Contact Email Purchase Order Contact Email ggordon@en-netservices.com

38 Purchase Order Contact Phone Enter 10 digit phone number. (No dashes or extensions) 3018469901

39 Company Website Company Website (Format - www.company.com) www.en-netservices.com

40 Federal ID Number: Federal ID Number also known as the Employer 52-1977379
Identification Number. (Format - 12-3456789)

41 Primary Address Primary Address 712 N. East Street

42 Primary Address City Primary Address City Frederick

43 Primary Address State Primary Address State (2 Digit Abbreviation) MD

44 Primary Address Zip Primary Address Zip 21701
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45 Search Words: Please list search words to be posted in the TIPS ADDON,
database about your company that TIPS website users ADTRAN,
might search. Words may be product names, ALLIED,
manufacturers, or other words associated with the ALLIED TELESIS BOX,
category of award. YOU MAY NOT LIST APANI NETWORKS,
NON-CATEGORY ITEMS. (Limit 500 words) (Format: ARUBA,
product, paper, construction, manufacturer name, etc.) ATEN TECHNOLOGIES,

AXIS COMMUNICATION INC,
AXIS ELICENSING,
B+B SMARTWORX,
BEM WIRELESS,
BLITZCAST NETWORK INC,
BROCADE,
BUFFALO AMERICAS,
C2G,
CATBIRD NETWORKS,
CISCO,
DELL,
FLUKE NETWORKS,
FORTINET,
HP,
INTEL,
INTERMEC NETWORKING,
JUNIPER,
JUST WIRELESS,
LANTRONIX DEVICE
NETWORKING,
LG,
LINKSYS,
M&S ACCESSORY NETWORK,
MERAKI,
MERU,
NETGEAR,
REFLEXION NETWORKS,
TENABLE NETWORK,
TRANSITION NETWORKS,
UBIQUITI NETWORKS,
VS,
WAVELINK,
WEDGE NETWORKS,
WESTERN DIGITAL,
XIOTECH,
ACTELIS NETWORK INC,
Router,
Switch,
Wireless,
Network,
Networking,
Infrastructure,
Cabling,
Wiring,
Fiber

46 Yes - No Do you wish to be eligible to participate in a TIPS contract Yes
in which a TIPS member utilizes federal funds on contracts
exceeding $100,000? (Non-Construction) (If YES, vendor
should download the Federal Funds Over $100,000
Certification document from the Attachments section, fill
out the form and submit the document in the ”Response
Attachments” FEDERAL FUNDS section.) (Vendor must
also download the Suspension or Debarment Certificate
document from the Attachments section, fill out the form
and submit the document in the ”Response Attachments”
SUSPENSION OR DEBARMENT section.)
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47 Prices are guaranteed for? (___Month(s), ___ Year(s), or Term of Contract) (Standard Given that our pricing is based on a
term is ”Term of Contract”) cost plus a markup %, our markup

% will remain the same through the
term of the contract
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Line Items

Response Total: $0.00

















CONTRACT Signature Form

The undersigned hereby proposes and agrees to furnish goods and/or services in compliance
with the terms, specifications and conditions at the prices quoted unless noted in writing. The
undersigned further certifies that he or she is an authorized agent of the company and has
authority to negotiate and contract for the company named below.

Company Name:

Mailing Ad dress:

City:

State:

Zip:

Telephone Number:

Fax Number:

Email Address:

Authorized Signature:

Printed Name:

Position:

En-Net Services, LLC

712 N. East Street

Frederick

MD

21701

(301)846-9901

(301)846-9902

efloyd@en-netservices.com

Brian Sheffer

President

This contract is for a total TERM of one year with the option of two additional years. Vendors shall
honor the participation fee for any sales made based on the TIPS contract. Failure to pay the fee will
be grounds for termination of contract and will affect the award of future contracts.

TIPS Authorized Signature Date

Approved by Region VIII ESC Date



References

** Must have at least 3 References. References must be School, City, County, University, State Agency or Other Government.

Organization City State Contact Name Contact Phone
Washington County GovernmenHagerstown MD Joshua ONeal 240-313-2265
Mayor's Office of Information TeBaltimore MD Eric Wildberger 443-741-3214
PASBO Harrisburg PA Andrew Rucker 717-540-9551
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COMPANY PROFILE 
 

Introduction 

En-Net is a full service IT solutions provider of computer hardware, software, networking 
equipment, cabling, infrastructure, supplies and maintenance services to public sector entities.  
En-Net’s partnerships with industry leading manufacturers enable us to create turnkey solutions, 
have access to in depth resources and provide the technical capabilities required to deliver 
solutions that meet the exact specifications and IT budget for each customer.   
 
En-Net is focused on providing Public Sector (US Federal, State and Local Governments and 
Education) Institutions with state-of-the-art solutions designed to enhance the security and 
efficiency of their information systems.  En-Net offers complete hardware, software and cabling 
solutions, as well as full integration, installation and warranty services. En-Net has serviced and 
supported a vast array of accounts.  Since En-Net primarily supports public sector accounts, we 
have a strong understanding of how the business cycle works for State and Local Government as 
well as K-12 and Higher Education customers.   
  
Established in 1996, En-Net Services has built long term relationships by pursuing one common 
goal:  Provide high quality products and services at exceptional value with unparalleled customer 
service. En-Net is a certified Maryland Small Business reserve with vehicles and/or 
subcontracting partnerships to meet all contracting requirements. 
  
En-Net prides itself on ensuring that customers receive efficient and courteous assistance 
throughout the entire sales cycle from a dedicated account manager who can help assess existing 
infrastructures and recommend the best solution.  
 
 

Experience 

En-Net has spent 19 years servicing public sector customers and possesses the experience, 
infrastructure, resources, knowledge and capabilities necessary to support the requirements of 
this contract.  En-Net currently holds multiple statewide sales and service contracts, a GSA 
Schedule and multiple Blanket Purchase Agreements (BPA’s) for government agencies and 
defense contractors.  A list of these contracts and basic descriptions include:  

 

Maryland Department of Information Technology (DoIT), Commercial Off-the-Shelf 

Software 2012 (COTS 2012) Contract – This contract is a wholly encompassing software 
commodity contract.  The contract includes over 180 software brands, products and 
associated services.  En-Net is responsible for the entire sales process.  The contract is 
available to all State agencies, local municipalities and education customers in the State 
of Maryland.  En-Net is tasked with marketing, quoting, purchasing, shipping / 
integrating, invoicing and supporting the above products. 
 

Maryland Administrative Office of the Courts (AOC), Hardware and Associated 

Equipment and Services Contract – This contract is a wholly encompassing hardware 
commodity contract.  The contract includes over 200 manufactures products and 
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associated services.  En-Net is responsible for the entire sales process.  The contract is 
available to all State agencies, local municipalities and education customers in the State 
of Maryland.  En-Net is tasked with marketing, quoting, purchasing, shipping / 
integrating, invoicing and supporting the above products. 
 

Maryland Administrative Office of the Courts (AOC), Commercial Off-the-Shelf 

Software (COTS) Contract – This contract is a wholly encompassing software 
commodity contract.  The contract includes over 180 software brands, products and 
associated services.  En-Net is responsible for the entire sales process.  The contract is 
available to all State agencies, local municipalities and education customers in the State 
of Maryland.  En-Net is tasked with marketing, quoting, purchasing, shipping / 
integrating, invoicing and supporting the above products. 

 

City of Baltimore Hardware, Software and Related Equipment Contract – This contract 
is a wholly encompassing hardware and software commodity contract.  The contract 
includes over 400 manufactures products and associated services.  En-Net is responsible 
for the entire sales process.  The contract is available to all local government and 
education customers in the State of Maryland.  En-Net is tasked with marketing, quoting, 
purchasing, shipping / integrating, invoicing and supporting the above products. 

 

PEPPM  2015 –This contract is for twenty six (26) manufacturers and is issued through 
Central Susquehanna Intermediate Unit (CSIU) [PEPPM- PA], as well as twenty six (26) 
complementary awards from Kern County Superintendent of Schools (KCSOS) for the 
2015 PEPPM – CA contract (California’s version of the same contract).  The PEPPM 
contract is utilized by public schools, vocational/technical schools, approved private 
schools, intermediate units, non-public schools, charter schools, community colleges and 
public libraries.  In addition, En-Net has approved and will allow usage of this contract, 
where permissible by statute, to four year colleges/universities, state and local 
governments and other non-profit agencies in all 50 States.  En-Net’s extensive list of 
awarded manufacturers covers over 30,000 line items.  En-Net was awarded the 
following product lines: 

 

Absolute Software Allied Telesis B&B Electronics Belkin 

Copper Cables Direct DMSI Eaton Power EIZO 

Ergotron Fujitsu - Computers Fujitsu – Scanners Imation 

Iogear Kanguru Lantronix Lumension 

NetGear NetIQ Novell Nutanix 

Otter Box Urban Armor Gear Wasp Webtrends 

Zebra Technologies Zero Cases   

 
En-Net is tasked with marketing, quoting, purchasing, shipping / integrating, invoicing 
and supporting the above products. 

 

Western States Contracting Alliance (WSCA) – Fujitsu direct reseller.  En-Net is a direct 
reseller in Alaska, Colorado, Delaware, Iowa, Kansas, Missouri, Montana, Nevada, New 
Jersey, New Mexico, South Dakota, Vermont, West Virginia and Wisconsin for Fujitsu. 
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As a direct reseller, En-Net is responsible for the entire sales process.  Fujitsu products 
including file servers, desktop computers, notebooks and tablet PC’s.  The contract is 
available to state, local and educations customers in these states.  En-Net is tasked with 
marketing, quoting, purchasing, shipping / integrating, invoicing and supporting the 
above products.        
  
Western States Contracting Alliance (WSCA) – Toshiba direct reseller.  En-Net is a 
direct reseller in Delaware for Toshiba. As a direct reseller, En-Net is responsible for the 
entire sales process.  Toshiba products include notebooks and netbooks.  The contract is 
available to state, local and educations customers in Delaware.  En-Net is tasked with 
marketing, quoting, purchasing, shipping / integrating, invoicing and supporting the 
above products.        
 
General Services Administration Schedule 70 – En-Net holds its own GSA Schedule 70 
contract.  The contract number is GS-35F-0026J.  En-Net is approved to sell Amtek 
Services, Axiom, Eaton, Lumension Software, Webtrends Software, Viewsonic, Xerox 
and Zebra Printers.  In addition En-Net has GSA partnering agreements to sell Microsoft, 
Brocade, Belkin, APC Power, Cisco, HP, Lexmark, Acer, Kanguru Storage Devices, LG, 
Trend Micro, Toshiba, Ergotron, NEC, Fujitsu, Check Point, Red Hat, Panasonic, 
LifeSize, Seal Shield, Samsung, and Rimage, to name a few. 
 
Blanket Purchasing Agreements (BPA) – En-Net has multiple BPA’s.  A list of BPA’s 
and descriptions follows:  

 

Maryland Administration Office of the Courts Small Purchases BPA – 
$48,000 IDIQ BPA to provide hardware, software and peripherals, with a 
maximum threshold of $2,000.00 per order – 2 additional renewal options. 

 

Defense Contracting Management Agency (DCMA) – IDIQ to provide 
Brocade SAN equipment and custom installation services.  

 

TSA – IDIQ to provide Toshiba Ultrabook’s and associated equipment along with 
custom imaging and asset tagging/tracking services.   

 

Maryland – MJUD Hardware/Software  

 

FBI – BPA for all layer one passive cabling and infrastructure products.  

 

Office of Naval Intelligence – IDIQ to provide numerous custom configurations 
of fiber cable.  

 

Coast Guard – IDIQ to provide Xerox printers, warranties and related supplies. 

 

DRS Defense Solutions (2 Separate Agreements) – IDIQ to provide any IT 
product or related services to include: Servers, Desktops, Notebooks, Networking 
Products, Storage, Printers, Accessories and Warranties.   
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Leidos, FNL (formerly SAIC) – IDIQ to provide any IT product or related 
services to include: Servers, Desktops, Notebooks, Networking Products, Storage, 
Printers, Accessories and Warranties.   
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Corporate Identity 

 
 Company Name   En-Net Services, LLC 
 Corporate Headquarters Address 712 N. East Street 

Frederick, MD 21701 
 Contract Point of Contact  Ed Floyd, SLED Account Manager 
 Email     efloyd@en-netservices.com 

Phone     301-846-9901 
 FAX      301-846-9902 
 Website    www.en-netservices.com  
 FEIN     52-1977379 
 D&B Number    947383410 
 E-Rate SPIN#    143034194 
 Maryland Small Business Reserve #SB12-7505 – Exp 12/30/2015  
 eMM Vendor ID Number  316105 

Virginia SWaM Certification  626984 – Exp 9/11/2017 
Pennsylvania DGS Small Business 
Certification #    342458-2014-05-SB – Exp 5/16/2015 

 Parent Company   None 
 Subsidiaries    None 
   

En-Net is a Limited Liability Corporation in Maryland and is owned and operated by two 
partners.  Brian Sheffer and Kyle Yost control 50% shares each.   
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Organization and Structure 

En-Net has an organizational structure to properly service and support a contract of this 
magnitude.  En-Net’s sales, operational, and management resources as well as service and 
support resources will be fully leveraged to fulfill all the requirements of this contract.  A brief 
description of the key organizational components and how they relate to the stated needs and 
requirements are provided below. 

 
Sales Organization  
A dedicated team of sales professionals are prepared to service and support the State of 
Maryland.  This team consists of account managers, pre-sales and post-sales engineers, and 
administrative support staff along with project and contract managers, all of whom are focused 
on supporting educational clients.  The account managers will work with clients to better 
understand each customer’s unique requirements and will provide their personal support to each 
opportunity.  In addition, the account managers will work tirelessly to provide value add services 
to the State of Maryland that include technology / product briefings, technical white papers, 
technology demonstrations, problem resolution, quoting and consultation, along with other 
contract related services and support.  This field sales team is supported by an experienced team 
of pre-sales engineers, inside sales reps and administrators.  This complete team will ensure that 
all State customers receive the best possible sales experience.   

 
Technical Services Organization 
En-Net’s technical services organization is able to provide and deliver on all of the requirements 
of the contract.  The En-Net Team has 24 x 7 Help Desk and Call Center, Field Service 
Engineers, Depot Repair Centers, and Project Services Teams, to support the State through this 
contract.  
 
Operational Organization 
En-Net’s operational organization is a vital part of En-Net’s core.  This group is specifically 
responsible for ensuring that all products ordered by the customer are properly purchased and 
shipped within the contract terms and conditions.  This group consists of experienced buyers and 
logistics coordinators who work closely with suppliers and manufacturers to ensure that all 
purchases are filled accurately and timely.  The team monitors prices, product life cycles, back 
orders, replacement technologies, and product constraints.  This group utilizes En-Net’s 
proprietary Transaction Tracker (ETT) system to provide a seamless communication with En-
Net’s internal Sales Team, Technical Services organizations, and the customers.   

 
En-Net’s organizational chart is attached on the following pages. 
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                   Locations 

En-Net’s Frederick Facility 
En-Net Services is headquartered in Frederick, Maryland.  Located within En-Net’s 10,000 
square foot headquarters location is Sales, Telemarketing, Marketing, Operations and Executive 
Management.  Currently En-Net manages numerous government and educational contracts at the 
local, regional and national level from this facility.   
 
Regional Support 
Through its relationships with major distribution providers such as Ingram Micro, Tech Data, 
Synnex and D & H, En-Net has access to warehousing locations throughout the region.  A list of 
these warehouse locations includes: 
 

Millington / Memphis TN    Atlanta, GA 
Harrisburg / Johnstown, PA (2 Locations)  Swedesboro, NJ 
Carol Stream / Chicago, IL    Suwanee, GA 
South Bend, IN 
 

These warehouse’s total over 3 million square feet of space.  On average, standard ground 
shipping via common carrier is 1 day to anywhere in the State of Maryland.  There are also 
warehouse locations in TX, CA and AZ that product would ship from if there is no stock in the 
above mentioned warehouses. 

 
National Support 
En-Net currently services and supports government, educational, and commercial customers 
nationwide.  En-Net holds various Federal government BPAs and a GSA Schedule that requires 
En-Net to support federal civilian government agencies and the Department of Defense in all 
fifty states and overseas.  En-Net also supports statewide contracts in AK, CA, CO, CT, DE, FL, 
IA, KS, MD, MO, NV, NJ, NM, NY, OH, SD, VA, VT, WV and WI. 
 

Performance Standards & Methodology 

 
At En-Net, internal performance standards drive the company.  En-Net has developed 
performance standards for operational functions that impact productivity, contract compliances 
and customer satisfaction.  These standards are continually reviewed and modified based on 
contracts and customer feedback.    
 
Vital functions throughout the company are closely monitored and tracked.  The process of 
tracking, reporting, trending, and analyzing performance data is a never-ending process. 

 
Examples of some key operational functions and the methodology by which they are 
measured are described below: 
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Order Processing, Automated Alerts and Reporting 
 
En-Net’s ability to process orders timely and accurately is based on some of the following tools 
and procedures.  ETT is En-Net’s Transaction Tracker System.  ETT is a database that closely 
tracks the status and movement of each order from the time it is first entered into our system 
until it has been invoiced.  Every order being processed throughout the company can be tracked 
in this system.   
 
The ETT system tracks issues to include; back order status, part numbers and ship to 
discrepancies, discontinued part numbers, and or orders requiring customer confirmation of 
replacement parts. The captured information is monitored and tracked by En-Net’s operations 
group and they generate reports, alerts and escalations based on pre-defined performance 
standards.  This system allows En-Net to be proactive in tracking its orders and letting customers 
know the true status of their orders.   
 
Technical Services Call Tracking System and Automated Escalations  
 
Every service call received is issued a unique service work order number from En-Net’s web 
enabled tracking system.  All calls are time stamped for tracking purposes.  En-Net’s call 
tracking system is monitored for SLA requirements and it generates reports, alerts and 
escalations based on pre-defined contract performance levels.  Automated reports and alerts are 
sent out as required.  Examples of some of the automated alerts and reports are as follows: 

 
� Territory Service Turnaround Percentage Report 
� Call Opened by Organization Report 
� Work Orders Not Updated Report 
� Calls Completed by Engineer Report 
� Workload by Engineer and Customer 

 
Authorized customers may initiate service calls over the web, via email, or simply dial into En-
Net’s help desk support line.   
 
Performance Review 
 
As part of its ongoing customer satisfaction survey effort, En-Net Services firmly believes that 
performance reviews with the customer should be conducted on a regular basis throughout the 
life of the contract.  The review process allows both the customer and En-Net’s management to 
measure the quality of performance in a quantifiable manner.  This review process is certainly 
considered an integral part of managing a contract of this magnitude.  En-Net’s contract teams 
are constantly meeting with customers to review its performances.   
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