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The Vendor shall provide DIR with an Order Process Implementation Plan in its Response which discloses the Vendor’s processes and procedures for implementing the end to end Order process which shall address, but not be limited to: 

1. The development and implementation of electronic systems and data to support ordering
Hughes uses a common platform for business process automation and service ordering. The architecture and functionality of this platform, called “DSS,” is driven by the business objectives of Process Efficiency, Cost Reduction and Customer Satisfaction. Order Management, Provisioning, Billing, Customer Support, and Service Assurance are the core functions provided by DSS. Standards-based architecture and interfaces are used for Business-to-Customer (B2C) and Business-to-Business (B2B) transactions. The major functions of DSS are:
· Order management and provisioning
· Billing
· Customer support
· Service assurance

1. Establish a secure ordering system for Order processing, tracking, and trouble/issue resolution

DSS provides automated flow-through provisioning. DSS is the focal point which automates interactions with multiple backend systems, transport networks and application specific platforms to ensure prompt and accurate service delivery.  DSS interfaces with multiple transport networks provided by Hughes. Either service or both service and equipment may be provisioned to satisfy a Customer’s order for the desired QoS. DSS interfaces with the Hughes CRM system to create a work order for installation and activation of equipment and service. Customer billing is tied to the provisioning steps and process.

1. Provide DIR a means of obtaining and viewing price quotes which include the Vendor’s contracted Rate plus the DIR (CRF)
All price quotes will be provided through the Hughes Account Manager and will be delivered in a standard format that clearly delineates the deliverables and price (including contracted rate plus the DIR CRF).

1. Provide DIR with the required data elements to place a complete and accurate Order for each Service proposed
For network rollouts of substantial size, Hughes will provide a Feasibility Quote with cost and schedule to develop and implement electronic systems to support ordering requirements. . Initial requirement is Tab Delimited file delivery. Files will be provided in this way until such time as Vendor and DIR mutually agree on XML interface specifications. Texas acknowledges that a software development work may need to be incurred and budgetary dollars established to fulfill this request.  
In order to place FSS orders, Hughes will provide Texas DIR with a standard template for placing orders. Hughes requests that this template be used by DIR to ensure completeness and accuracy.

1. Order cancellation policies and related penalties 
Satellite services (Fixed Satellite Services and Small Office/Home Office Internet services) may be cancelled two weeks prior to installation without penalty. Orders for satellite services that are cancelled less than two weeks prior to installation incur a $250 penalty.


1. Restrictions or fees associated with Order changes
If Customer reschedules an installation date with at least 7 days prior notice, there is no installation cancellation charge.

1. Start and stop service billing dates
Vendor will notify DIR or DIR’s Customer when the service has been successfully installed and is available for use (“Service Date”).  Unless DIR or DIR’s Customer notifies Vendor by the close of business on the Service Date that the Service is not operational, the Service Term will commence.  If DIR or DIR’s Customer notifies Vendor, the Vendor will coordinate as necessary resolve any operational issues and the Service Date will be adjusted to reflect the date that the service is available for use. The Service Date will not be delayed or postponed due to problems with DIR or DIR’s Customer equipment or lack of readiness to accept or use Service. 
The Service billing start date is the date the service is activated by Hughes and the service billing stop date is the date the service is terminated by Hughes. The site will be accepted prior to departure. 
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