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SWC# 411 Zendesk Web-based Helpdesk Software
Contract Information and Usage Instructions

Contract Period: July 31, 2015- July 30, 2019 (one initial year with three annual renewal options).
Summary/Background Information: This sole-source statewide contract was awarded to Zendesk for the purchase of licenses for the Zendesk Customer Support Software solution and related applications. This contract is available to all state agencies and local entities.
State Contact Information

Contract Administrator:

Trey Norris

Category Specialist

Central Procurement Office

(615) 741-7148

Trey.Norris@tn.gov
Vendor Contact Information:

Zendesk
Edison Contract # 46567
Vendor Number # 152677
Jeff Van Lom
Senior Account Executive

Phone: 503.550.3715  
jvanlom@zendesk.com
24/7 Support
Phone: 888.670.4887

Seth Goldberg
sgoldberg@zendesk.com
FAX # 415-778-9355
1019 Market Street

San Francisco, CA  94103
Usage Instructions:
The most current Contract Documents can be found at: Supplier Portal Contract Documents 

Items on Contract
All below subscriptions listed are in Tier 3 (500+ aggregate users) since the State’s current agent count is in Tier 3. NOTE: The State is no longer allowing for agencies to purchase the Enterprise Plan Subscription is no longer available under this Contract. If there is outstanding invoices or POs under this Contract that need to be paid contact the Contract Administrator.
	Line
	Item ID
	Item Description for Customer Support Software
	Part #
	Monthly Price
	Annual Price

	10
	1000170763
	Enterprise Elite Plan Subscription, One (1) Year, Tier 3
	ELITE-1YR-T3
	 $       130 
	 $        1,560 

	11
	1000170764
	Enterprise Elite Plan Subscription, Two (2) Year, Tier 3 
	ELITE-2YR-T3
	 $       125 
	 $        1,500 

	12
	1000170765
	Enterprise Elite Plan Subscription, Three (3) Year, Tier 3 
	ELITE-3YR-T3
	 $       120 
	 $        1,440 

	19
	1000170772
	Live Chat Instant Messaging, Annual Subscription
	ZD-CHAT
	 $       12.50
	 $        150

	20
	1000170773
	Integrated Voice Support, 60,000 Credit Block
	ZD-VOICE
	 $  50,000 
	 $      50,000 


Ordering process for State agencies
If Zendesk is not included in the procuring agency’s Information Systems Plan, an out-of-cycle Project Request must be submitted to IT-ABC using Planview.  The Standard Out-of-Cycle Review process can be found here:  http://oir.intranet.tn.gov/planning/out-of-cycle-review
Please contact your OIR IT Planning Consultant (http://oir.intranet.tn.gov/planning/agency-assignments) if you have any questions regarding the Project Request review. 
Voice Credits

An explanation of how voice credits work can be found at https://support.zendesk.com/hc/en-us/articles/203661526-Zendesk-Voice-pricing
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$1.00 $0.016 $0.013 $0.05

per month per minue per minue per minute:

“English language transcription available only.




Maintenance
Contractor to provide direct, third-tier technical support, as outlined below, at no additional cost to the State. 
(1)
Make appropriate Contractor support resources available to the State twenty-four (24) hours a day, seven (7) days a week, and 365 calendar days a year except State holidays, to provide the services described and detailed in this section.

(2)
Diagnose and resolve problems reported by the State that have not been diagnosed and resolved at lower levels of support within the State as practically possible. 
 (3)
Maintain the operational readiness of the Zendesk Service within the current State systems environment by identifying and communicating problems or issues to the State, making necessary adjustments and repairs.
Use of 3rd Party Services
The only 3rd party services that should be enabled through the Zendesk application are Zendesk Voice and Zopim Chat (if the agency purchased). The State is not authorizing agencies to utilize other 3rd party services such as GoodData, Mandrill Net Promoter Score Survey, or Akismet Forum Spam Filtering.

Travel
Compensation to the Contractor for travel, meals, or lodging shall be subject to amounts and limitations specified in the current “State Comprehensive Travel Regulations.” 

Requisition and Purchase Order Generation:

For information on how to create a requisition and/or purchase order please click on the “Agency Upgrade User Guide” link on the following page: http://tn.gov/generalservices/article/agency-reference-material. 

Billing and Payment Instructions:

· F.O.B. Destination (Statewide Contract)- All state agencies, local government agencies and authorized non-profit enterprises located within the State of Tennessee.
Asset and Inventory Management:

Please notify Trey.Norris@tn.gov anytime you purchase or renew a subscription with an e-mail that states agent count, start date, and whether this is the initial purchase or renewal.
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Central Procurement Office • Tennessee Tower, 3rd Floor

312 Rosa L. Parks Avenue, Nashville, TN 37243

Tel: 615-741-1035 • Fax: 615-741-0684 • tn.gov/generalservices/
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