
 

 

 

CONTRACT SUMMARY 
 

Contract: 24COR-044 Medical Supplies 

CoreTrust Tracking Number: 24COR-044 

Lead Agency: Broome County, NY 
Cooperative Program: CoreTrust Public Sector 

Type of Solicitation: Best Value Request for Proposal (RFP) 
 

Vendor Information 

Medline Industries, LP 
3 Lakes Drive 
Northfield, IL 60093  

Contract Administration Contact 
(for Lead Agency and CoreTrust use Only) 

Contract Sales Contact (Agency Ordering and Support) 

Contact:  
 

Phillip Reed Contact:  
 

Dan Clinton 
 

Email: 
 

preed@medline.com 
 

Email: 
 

DClinton@medline.com 
 

Phone:  
 

801-455-8705 Phone:  
 

847-970-8163 
 

 

Initial Term: August 6, 2026 to August 5, 2029 

Renewal Options: Two (2) additional one (1) year terms or portions thereof, not to exceed a total aggregate contract term of 
five (5) consecutive years. 
Maximum Extension Date: 8/5/2031 

 

Scope of Contract:   

Lot 1 – Medical Supplies: shall consist of Products to be used in point-of-care medical settings such as hospitals and clinics. 
This includes equipment (e.g. beds; mobility and assistive devices; bath chairs and commodes; surgical instruments; etc.), 
consumables (e.g. bandages; gloves; needles; syringes; IV tubing), nutritional items, over-the-counter (OTC) medications (e.g. 
ibuprofen), emergency and trauma Products (e.g. defibrillators, first aid kits) and so on.  

 Lot 2 – Medical Laboratory Supplies: shall consist of Products to be used in laboratory settings. This includes equipment, 
chemical supplies and biologics. This includes equipment (e.g. centrifuges; glassware; magnetic stirrers; culture media; etc.), 
biologics (that is, Products derived from living cells), and chemicals (that is, Products consisting of synthesized molecules, 
such as reagents).  
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Company 
Name:

Doing 
Business As:

Address: Type of Issue:

Contact Name:

Title:

Website: Address:

Federal ID #:

Phone 
Number:

Telephone #:

E-Mail:

Contract 
Administrator 

Name:

Resolution Time:

Title:

Address:

Type of Issue:

Contact Name:

Telephone #: Title:

E-Mail: Address:

Availability:

Account 
Manager 

Name:

Telephone #:

Title: E-Mail:

Address: Resolution Time:

Telephone #:

E-Mail:

Availability:

Medline Industries, LP

Contractor Information Solicitation Contact Information

E-Mail(s): govbids@medline.com
Business Entity Information

Contract Issue Escalation Point #1

3 Lakes Drive, Northfield, IL 60093 Problems with Orders, Product 
Quality; Wrong Item; Damaged on 
Arrival; Price Discrepencies, etc.

Phillip Reed

Strategic Accounts Manager

www.medline.com 3 Lakes Drive

36-2596613 Northfield, IL 60093

Troy Lother

8006335463

843-602-6584

Contract Administrator/Manager Information preed@medline.com

Phillip Reed Example: 24-48 Hours

Strategic Accounts Manager

3 Lakes Drive Contract Issue Escalation Point #2

Northfield, IL 60093 Product Information

Sales Division Manager TLother@medline.com

843-602-6584 Sr. Director National Field Sales

preed@medline.com 3 Lakes Drive

M-F Northfield, IL 60093

Account Manager Information

Dan Clinton (847)204-1982

3 Lakes Drive

Northfield, IL 60093

847-970-8163

DClinton@medline.com
M-F
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Contact Name: Type of Issue:

Title: Contact Name:

Address: Title:

Address:

Northfield
, IL 60093

Telephone #:

E-Mail: Telephone #: (847)204-
1982

Availability: E-Mail: TLother@
medline.c
om

Resolution Time:

Contact Name:

Title:

Address:

Telephone #:

E-Mail:

Availability:

Telephone #:

Toll Free 
Telephone  #:

E-Mail:

Sales Manager Information Contract Issue Escalation Point #3

Technical Support; Unsatisfactory 
Support or Performance

Troy Lother

Sr. Director National Field Sales

3 Lakes Drive

Dan Clinton

Sales Division Manager

3 Lakes Drive

Northfield, IL 60093

847-970-8163

DClinton@medline.com

M-F

Billing Manager Information

Phillip Reed

Strategic Accounts Manager

3 Lakes Drive

Northfield, IL 60093

govbids@medline.com

843-602-6584

preed@medline.com
M-F

Emergency Contact Information
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CERTIFICATION OF NON--INVOLVEMENT IN 
PROHIBITED ACTIVITIES IN RUSSIA OR BELARUS

NJ Rev. 1.22.2024

Pursuant to N.J.S.A. 52:32-60.1, et seq. (L. 2022, c. 3) any person or entity (hereinafter “Vendori”) that seeks to enter into 
or renew a contract with a State agency for the provision of goods or services, or the purchase of bonds or other obligations, 
must complete the certification below indicating whether or not the Vendor is identified on the Office of Foreign Assets 
Control (OFAC) Specially Designated Nationals and Blocked Persons list, available here: 
https://sanctionssearch.ofac.treas.gov/.  If the Department of the Treasury finds that a Vendor has made a certification in
violation of the law, it shall take any action as may be appropriate and provided by law, rule or contract, including but not
limited to, imposing sanctions, seeking compliance, recovering damages, declaring the party in default and seeking 
debarment or suspension of the party.  

I, the undersigned, certify that I have read the definition of “Vendor” below, and have reviewed the Office of Foreign Assets 
Control (OFAC) Specially Designated Nationals and Blocked Persons list, and having done so certify: 

(Check the Appropriate Box)

A. That the Vendor is not identified on the OFAC Specially Designated Nationals and Blocked Persons list on
account of activity related to Russia and/or Belarus.

OR

B. That I am unable to certify as to “A” above, because the Vendor is identified on the OFAC Specially
Designated Nationals and Blocked Persons list on account of activity related to Russia and/or Belarus.

OR

C.

That I am unable to certify as to “A” above, because the Vendor is identified on the OFAC Specially 
Designated Nationals and Blocked Persons list. However, the Vendor is engaged in activity related to Russia 
and/or Belarus consistent with federal law, regulation, license or exemption.  A detailed description of how 
the Vendor’s activity related to Russia and/or Belarus is consistent with federal law is set forth below.

(Attach Additional Sheets If Necessary.)

Signature of Vendor’s Authorized Representative Date

Print Name and Title of Vendor’s Authorized Representative Vendor’s FEIN

Vendor’s Name Vendor’s Phone Number

Vendor’s Address (Street Address) Vendor’s Fax Number

Vendor’s Address (City/State/Zip Code) Vendor’s Email Address 

i Vendor means: (1) A natural person, corporation, company, limited partnership, limited liability partnership, limited liability company, 
business association, sole proprietorship, joint venture, partnership, society, trust, or any other nongovernmental entity, organization, or 
group; (2) Any governmental entity or instrumentality of a government, including a multilateral development institution, as defined in Section 
1701(c)(3) of the International Financial Institutions Act, 22 U.S.C. 262r(c)(3); or (3) Any parent, successor, subunit, direct or indirect 
subsidiary, or any entity under common ownership or control with, any entity described in paragraph (1) or (2).

ignature of Vendor’s
May 21, 2026

Troy Lother, Sr. Director National Field Sales 36-3596612

Medline Industries, LP 8006335463

3 Lakes Drive

Il 60093 ecgordon@medline.com

Troy Lother, Sr. Director National Field Sales

Medline Industries, LP

3 Lakes Drive

Il 60093

Troy Lother, Sr. Director National Field Sales

Medline Industries, LP

3 Lakes Drive

Il 60093

May 21, 2026

36-3596612
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August 6, 2026
August 5, 2029
24COR-044 Medical Supplies
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coretrust I Public Sector 

ADMINISTRATION AGREEMENT 

THIS ADMINISTRATlON AGREEMENT, including the Terms and Conditions attached hereto as Attachment 
A (collectively, this "Ad min Agreement") is entered into as of          August 6, 2026             ("Effective Date') by 
and between Core Trust Purchasing Group LLC, a Delaware limited liability company ("CoreTrust") and the Party 
identified in the table below ("Supplier") (each a "Party" and together the "Parties"). 

This Ad min Agreement sets forth certain terms between Core Trust and Supplier that apply to Supplier's provision of 
Products & Services to governmental agencies participating in Core Trust's national cooperative purchasing program 
("Participating Agencies"). For purposes of this Admin Agreement, any lead agency shall also be a Participating 
Agency. 

Supplier Full Name: Medline Industries, LP 
Supplier Address: 3 Lakes Drive, Northfield, IL 60093 

Supplier National Account Manager: Notice Address(es)* per Section 6(f}: 

Name: Troy Lother rro BE COMPLETED BY SUPPLIEBJ 

*Please identify above any additional addresses to which a
Title: simultaneous copy should be sent.

Sr.Dir.National Field Sale� 
Telephone: 8006335463 

Email: 
govbids@medline.com 

CoreTrust Point of Contact: Notice Address(es) per Section 6(f}: 

Name: Drew Tuller CoreTrust Purchasing Group LLC 

Title: Senior Director Sales, Public Attn: Chief Revenue Officer 

Sector 601 11th Avenue North, 7th Floor 

Telephone: 518-538-1948 Nashville, Tennessee 37203 

Email: Drew.Tuller@coretrustpg.com With a copy to:
CoreTrust Purchasing Group LLC 
Attn: General Counsel 
601 11th Avenue North, 7th Floor 
Nashville, Tennessee 37203 

IN WITNESS WHEREOF, CoreTrust and Supplier have signed this Ad min Agreement by their duly authorized 
representatives as of the Effective Date. 

CORETRUST PURCHASING GROUP LLC 

Authorized Sig nature 

Printed Name 

CoreTrust Purchasing Group LLC_ 
24COR-044 I RFB 2025-090 

SUPPLIER 

7?-;?-
Authorized Signature 

Troy Lother 
Printed Name 

Page 108 of 122 
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Bidder Name and d/b/a: Medline Industries, LP
Bidder FEIN: 36-2596612

Item # Topic Response

Bidder Capacity and Capability ( 15 %) (App B, Sec F, 13.2 Company History - b. 
Supplier Distribution and Capacity, c. Support and Quality Control)

Describe in detail your capabilities to satisfy the characteristics and administrative 
requirements of this Solicitation; 

Medline is a manufacturer and distributor of healthcare supplies in the United States, with annual company revenue 
of $28.4 billion (2025), and over 1,300 prime vendor distribution partners. Medline is strategically positioned to provide 
flexible models that support health care supply chain transformation and its evolving needs. Medline has the flexibility to 
make long-term investments focused on our customers’ needs versus short-term decisions balance-sheet based 
decisions. These investments include our manufacturing capabilities delivering greater value over the life of the 
relationship while also providing a deeper than industry standard inventory position. Medline’s momentum and growth 
has afforded us the opportunity to continue to make significant capital investments to our supply chain to support our 
customer’s future.

Provide brief description of in-scope offerings for Lots 1 and 2; Medline provides more than 335,000 products and clinical solutions that serve the entire continuum of care, of which 
over 190,000 are Medline manufactured products.

Detail the total number and location of salespeople employed by Supplier; Today, Medline employs over 45,000 team members worldwide, with 24,000+ of those team members working in the US. 
Medline has 695 sales representatives, including specialty reps. 

Provide number and location of support centers (if applicable) and location of 
corporate office;

In order to best support our customers, Medline has a national footprint of distribution centers, customer service centers 
and manufacturing sites in addition to our corporate headquarters located in Northfield, IL.

Medline also has a global footprint including distribution centers, manufacturing sites and customer service centers in a 
broader scale throughout the 120+ countries in which we do business today. Below is Medline’s footprint strictly in the 
United States:
– Distribution Centers: 45+
– Manufacturing Sites: 26
– Customer Service Centers: 3 (Libertyville, IL, Dubuque, IA & Temecula, CA)

Provide the number, size and location of Supplier’s distribution facilities, 
warehouses, and retail network as applicable;

Medline's network of 45 distribution centers in the United States range in size up to 1.4 million square feet, with an 
average square footage of 650,000.

Provide a description of how you propose to distribute in-scope Products/Services 
nationwide. Include any states where products and services will not be offered 
under the Master Agreement, including U.S. Territories and Outlying Areas;

Medline's distribution network can ship inventory to all 50 states.

1
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Please provide a detailed list or map of all your full-service stocking distribution 
centers in the United States, U.S. Territories and Outlying Areas and describe your 
delivery network, along with your order-fill rate and on-time delivery rate. 
Additionally, please describe any unique capabilities or logistics that set your 
distribution network apart from competitors in the market; 

Medline prides ourselves on the ability to ship next day to our customers over 95% of the time. Key to this is our network 
of over 45+ distribution centers (spanning 26,000,000 square feet of distribution space), increased inventory on hand 
(over $4B across our national network) and owned delivery fleet of over 2,000 vehicles.  Other capabilities that 
differentiate Medline from competitors include:

Identify all other companies that will be involved in processing, handling or shipping 
the products/service to the end user.

Medline’s preferred method of delivery is our company owned fleet of trucks and employed drivers (MedTrans). Using our 
own fleet allows Medline to utilize the onboard GPS systems with Dynamic Route Planning to monitor on-time delivery, 
and provides greater logistical flexibility. Today, MedTrans has over 2,000 vehicles ranging from full 53' tractors and 
trailers to parcel vehicles. Depending on size of the location and freight along with proximity to distribution center, 
Medline could also use a FedEx or another LTL provider. For parcel deliveries, Medline utilizes our owned MedTrans 
parcel fleet or FedEx.

Bidders must have a Quality Assurance and Quality Control planDescribe the 
company’s quality control policies and include copies of these policies; describe 
the measures taken to ensure that all personnel assigned are capable and 
qualified;

Medline has an extensive quality assurance program that places quality at the center of every product. All products 
manufactured for Medline must have a robust quality management system and processes. Each manufacturer is 
qualified according to the risks of the product. This includes a robust supplier surveillance program that trends and 
monitors production activities, complaints, reportable events, and recalls. This may include either a paper or onsite 
audit by Medline’s quality audit program. All Medline auditors are ISO 13485 lead auditor certified and go through an 
extensive training program that allows them to audit products globally and to assure the highest quality of products are 
being sold by Medline. Medline maintains a 13485 and MDSAP compliant system as well as certify certain products to be 
sold globally. 

What kind of quality assurance documentation can you provide to Participating 
Entities, if requested?

Medline has a documented Quality Management System to control the design, manufacturing and distribution of 
healthcare products. We are committed to maintain the effectiveness of the quality system in accordance with the 
requirements of ISO13485:2016 and other applicable regulatory requirements. This includes the establishment, 
implementation and maintenance of all procedures and activities requiring documentation by the applicable standards 
and regulations. Please see attached for Medline's ISO Certification.

How often do you self-audit? Medline has an internal audit program, which includes annual audits of each of our product divisions, corporate 
quality/regulatory groups, and manufacturing sites.

Do you perform your own product testing, rely on third-party certification, or a mix of 
both? Bidders must have a product testing protocol (in-house or third party) that 
verifies the quality of products. Bidders must maintain records for their products 
including origin of materials, test results, and production data;

Medline verifies manufacturing locations are registered with the FDA and have the appropriate state licensure when 
applicable. For Wholesale distributors, Medline verifies the shipping  location is appropriately licensed per the state 
websites and they have reported to the FDA as a wholesale distributor or 3PL if applicable

Describe your company's efficiency and accuracy rates in inventory management. 
What tools do you use to improve accuracy? What is your inventory accuracy 
percentage? Do you use barcodes, RFID tags, and/or other tools? What technology 
investments have you made to streamline operations? How do you ensure staff are 
well-trained on inventory management?

Medline has partnerships with several inventory management technology companies that can help drive efficiencies in 
how supplies are managed in storage locations (i.e., supply rooms and PAR areas) as well as replenishment activities. 
The implementation of an inventory management system is based on a number of planning factors and considerations 
and Medline will work Broome County to understand inventory requirements and make appropriate recommendations.

Medline has introduced several innovations in inventory management and supply chain dynamics that help healthcare 
Next Business Day delivery; detail geographic area where Participating Entities 
qualify;

Medline's network of 45+ distribution center gives us the ability to ship next day to our customers in the US over 95% of 
the time.
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Rush/Expedited delivery; detail geographic area where Participating Entities qualify; Medline’s Dedicated Service Rep (DSR) dedicated to Broome County agencies will be the initial point of contact for 
emergency or rush requests.

Emergency Orders:
The customer service representative will take care of contacting the local distribution center personnel who will in turn 
arrange for the delivery of the order. Customers who call the emergency phone number are connected with customer 
service and key distribution center personnel that can assist them. Each Medline distribution center has its own private 
delivery fleet and each driver in that fleet is equipped with a GPS enabled direct-connect cell phone. Medline will 
determine if the specific delivery is best made by our private fleet or contract carrier.

Rush Orders:
Similarly, to emergency orders, Medline asks that these are called in to our DSR team. Medline does not have a rush 
order fee or charge. If the rush order can be accommodated on an existing Medline delivery, there will be no additional 
freight. If the rush order cannot be shipped on an existing delivery, then Broome County would be asked to pay the 
freight.

 98% or better Delivery Accuracy; Our approach to delivery accuracy includes:
	• Real-time order monitoring and proactive issue resolution during implementation and ongoing operations
	• System-wide KPI dashboards published daily to monitor performance indicators such as order volumes, pricing 
accuracy, rejections, and fill rates 
	• Network-wide inventory controls that maintain synchronization between warehouse management and enterprise 
systems to reduce picking, shipping, and billing discrepancies 
	• Standardized cut-off times, carrier reliability monitoring, and delivery execution processes to support consistent, on-
time performance
These controls provide transparency across the delivery lifecycle and allow our teams to identify and correct exceptions 
quickly to maintain 98% or better Delivery Accuracy.  We have many customers where established governance 
structures are developed and maintained to ensure performance remains at or above 98%.  In the instance of a dip in 
performance the executive sponsorship committee designed to govern performance will work to present root cause as 
well as solutions to improve and prevent future disruptions.  This has worked successfully with customers such as 
Northwestern Medicine, Mayo Clinic, Ohio State University, and more.  

98% or better On-Time Delivery; Our delivery network is purpose built to support consistent, on time performance through direct control of 
infrastructure, transportation, and execution. A national distribution footprint, supported by cross

‑

dock operations and 
significant on

‑

hand inventory, enables predictable transit times and reduces delays caused by shortages or network 
congestion.
On

‑

time delivery is further strengthened by our owned transportation fleet and dynamic route planning, which allow us to 
manage schedules, capacity, and carrier performance more effectively than third

‑

party

‑

dependent models. Dedicated 
logistics teams actively manage order cut

‑

off times, shipment execution, and delivery timing to protect customer 
delivery windows.
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98% or better Fill Rate; Fill rate guarantees will be on all stock products, and service is guaranteed at 96% unadjusted. Medline’s national 
network of 45 distribution centers consists of over 26,000,000 million square feet of medical-grade warehouse space 
and utilizes advanced technology to drive operational accuracy and efficiency, leading to higher service levels for our 
customers. This philosophy, coupled with our average inventory on hand of $4B allows our Prime Vendor customers the 
ability to achieve consistent and higher than industry average fill rates. 

98% or better Customer Satisfaction; and Medline believes the ultimate attestation of customer satisfaction is our 98% retention rate across Prime Vendor 
relationships over the last three years. Medline’s fundamental differences in relentless customer focus, commitment to 
long-term partnership and industry leading resource structure focused on all areas of the care-continuum have enabled 
Medline to maintain our customer base while continuing to grow as a distributor.

98% or better Invoice/Billing Accuracy Medline’s foundational price management program, “Price Assurance,” highlights price exception lines and prevents 
invoice lines from generating when the PO price and contract price do not match. Leveraging our Price Assurance 
program, health systems typically achieve a 98% price accuracy rate or greater. 

5 Please provide three (3) references; Describe experience in providing the services 
described in this Solicitation. Which organizations do you currently provide a similar 
or same service. Include names, addresses, email and phone numbers of the 
appropriate contact persons. 

State of New Jersey 
Christine Murphy 
Christine.Murphy@treas.nj.gov 

Illinois Public Higher Education Cooperative (IPHEC) 
Graham LaMontagne 
(217) 300-6452 

State of Massachusetts 
Kelly Thompson Clark 
617-720-3184

Ordering & E-Commerce Capabilities ( 15 %) (App B, Sec F, 19. Online Orders/E-
Commerce)
The successful Respondent shall provide a fully integrated online ordering system 
that ensures:
A. Secure electronic catalog functionality with real-time pricing and inventory 
updates;

Yes, Medline's B2B e-commerce website, Medline.com, allows customers 24/7 access to shop our product catalog, see 
pricing, use the secure checkout, view product inventory, track shipments, and many more self-service features and 
account management capabilities.

B. Compliance with PCI DSS for secure payment processing; Medline’s B2C platform is HITRUST certified. Medline follows the NIST industry-standard security framework. 
Additionally, our data security systems are audited annually, and we implement appropriate internal policies and 
technical measures (e.g., pseudonymization and anonymization of data, privacy by design, and limits on access to data) 
to comply with data privacy laws.

C. SOCII certification or equivalent for system security; Medline is SOCII certified.
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D. Multi-tier approval workflows tailored for agency needs; Medline.com offers pre-defined user roles, such as standard (with ordering capabilities), supervisor (with approval 
capabilities), and view only (catalog visibility only). We also offer the ability to add/remove permissions to users above 
and beyond our pre-defined roles. The flexibility is in the hands of our customer to define what their users have access 
and visibility to online.

E. Full integration capabilities with e-procurement platforms (e.g., Coupa, SAP 
Ariba, PeopleSoft, etc.)

Medline has connected with over 80 eProcurement applications such as Jaggaer, Coupa, SAP-Ariba, etc. over the last 
two decades. We support a variety of electronic ordering options such traditional EDI connected via AS2, SFTP or VAN 
services GHX (we are fully integrated with GHX and support critical EDI procurement transactions). We also support 
cXML PO, Order Confirmation, Ship Notice, and Invoices. This format is transmitted in real-time via a secure https post.

7 Supplier must show evidence of a high level of data and access control, including at 
a minimum PCI compliance for credit card transactions and SOC II compliance or 
equal for technology systems. Proof of SOC II or equivalent audits should be 
provided, and the current reports will remain available for inspection during the 
term of the contract. Response must include precautions in place to prevent 
supplier punch outs or connectivity to financial systems from being used as an 
unauthorized entry point to government data systems.

The successful Respondent shall provide appropriate data security to safeguard 
orders placed online. See 20. Data Protections and Data Breach. Qualified Bidders 
shall provide a copy of their cyber security plan and protocols to protect Lead 
Agency and future Participating Entity information (e.g. Personally Identifiable 
Information (PII), SOC 2, ISO 27001, ISO 27108, etc.).  

Please see Medline's SOC II documents. Additional details can be covered in virtual or in-person meetings should 
Broome County request.

The online ordering system shall be populated with all appropriate and correct 
pricing for, based on the respondent’s consortium pricing. In the event an error in 
pricing is discovered in favor of the user, the successful contractor shall provide a 
refund and/or credit memo to be issued within ten (10) days after the discovery of 
the discrepancy.

Medline’s foundational price management program, “Price Assurance,” highlights price exception lines and prevents 
invoice lines from generating when the PO price and contract price do not match. Leveraging our Price Assurance 
program, health systems typically achieve a 98% price accuracy rate or greater. Lines that hit Price Assurance are also 
sent daily.

Credits/rebills are requested, reviewed, and routed for approval after initiation through Medline's DSR Team by Broome 
County. Cycle time to completion varies dependent on the research required, however, a majority of credits are 
processed within 5 business days. The length of time it takes to release a credit varies depending on the type of credit. 
Return Goods enters return requests within 24-48 hours, but many of these credits require approval outside of our 
department before they can be released by Medline’s credit department.

The online ordering system shall be structured in such a manner to allow for 
multiple approval levels which may be customized for individual agencies.

Medline.com offers pre-defined user roles, such as standard (with ordering capabilities), supervisor (with approval 
capabilities), and view only (catalog visibility only). We also offer the ability to add/remove permissions to users above 
and beyond our pre-defined roles. The flexibility is in the hands of our customer to define what their users have access 
and visibility to online.

The online ordering system shall be set-up to provide for billing to a specific address 
and shall be capable of accepting procurement cards (“p-card”) as a means of 
payment at the time of order entry.

Medline will provide billing to a specific address and has the ability to accept p-cards.

8
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It is preferable that the online ordering system be capable of providing the 
appropriately discounted price to individuals who may wish to purchase supplies at 
one of the respondent’s retail stores. The system shall provide pricing based on the 
entry of an entity’s account number, or by the use of an entity p-card.

Medline’s B2B e-commerce website, Medline.com, serves the entire healthcare continuum. Customers have 24/7 
access to shop our product catalog, see pricing, use the secure checkout, view product inventory, track shipments, and 
many more self-service features and account management capabilities. Medline.com also provides punchout 
connectivity to Medline.com which allows customers to shop and create shopping carts that are transmitted back to 
their procurement applications. Medline.com is a full featured web store with access to over 335,000 products, live 
pricing, and availability (by distribution branch) as well as rich product information that allows quick and easy research. 
Customers also get access to features like shopping lists and real-time order status and order tracking. Additionally, 
Medline can provide custom product access through formularies (for physician offices, etc.) that allow facilities to order 
from a specified set of products quickly and easily.

In addition to the use of p-cards for payment, the successful respondent’s e-
commerce system shall be capable of receiving payment via Electronic Funds 
Transfer (EFT) from the entity.

Medline accepts electronic payment via ACH.

9 Upon delivery of the order, the successful respondent’s e-commerce system shall 
be capable of providing electronic invoicing if desired. 

All Medline invoices are transmitted electronically.

Customer Service, Billing and Invoicing ( 15 %) (App B, Sec F, 17. Customer 
Service, Billing and Invoicing.; 16. E. Return Policy)
Participating Entities require responsive and proactive customer service under the 
resulting Contract. The successful Respondent must:

A. Provide 24/7 customer support via phone, email, and live chat. The 24/7 
customer service/support must, at a minimum, be accessible to Participating 
Entities across all CONUS time zones during normal business hours;

Medline will offer support to Broome County  24/7, 365 days per year for customer service-related needs.
For after-hour support and ordering, each Prime Vendor customer is provided with the Medline emergency phone 
number, which is monitored after hours, over the weekend, and on holidays to ensure proper response time and 
coverage.

B. Designate a single point of contact (Account Manager) for issue resolution; Medline will provide Broome County with an Account Manager to assist with managing day-to-day operations and 
problem resolution, as well as escalate to our Divisional Managers to ensure any issues are addressed correctly.  
Medline also offers significant value in our flat organizational structure and customer first culture.  Our local Sales 
Representative, dedicated to the State and Local Government sector, has a Division Manager, Strategic Account 
Manager, sales VP, and Executive VP to support them with day to day needs.  This results in quick response times as well 
as expedited resolutions whenever faced with a challenge.  

C. Ensure response times within 1 business day for non-urgent requests and within 
two (2) hours for urgent matters; and

Medline’s DSR for Broome County will be the first point of contact for all customer service-related needs (Order 
Processing, Backorders, Credit Issues, and Report Running). Broome County will continue to have a direct line of 
communication (phone and email) to the Dedicated DSR, and Medline confirms that initial responses would be received 
within a two hour window.

Should the Medline dedicated DSR for Broome County be unavailable, our full team of Customer Service Reps becomes 
available to act as ancillary support. Due to the urgent needs of Broome County, Medline’s Customer Service is staffed 
to answer all of our calls LIVE with minimal wait time.

10
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D. Implement a customer satisfaction tracking system with performance metrics 
(e.g., response time, issue resolution rate, Net Promoter Score).

Medline tracks the following KPI’s to measure performance, and provides real time access to each through both our 
reporting software, and reports distributed by our customer support team:
– Unadjusted Fill Rate %
– On-Time Delivery %
– Pick Accuracy Rate
– Operational Service Issue
– Count of Order and lines
– Fill Rate by Manufacturer
– Vendor Fill Rates to Medline
– Pick Errors Per Thousand Lines
– Price Accuracy
Medline is a firm believer in customizing KPI's to each of our partners. As a result, Medline would request a meeting with 
Broome County to discuss service level agreements that Medline will agree to. We have many customers where 
established governance structures are developed and maintained to ensure performance remains at or above 98%.  In 
the instance of a dip in performance the executive sponsorship committee designed to govern performance will work to 
present root cause as well as solutions to improve and prevent future disruptions.  This has worked successfully with 
customers such as Northwestern Medicine, Mayo Clinic, Ohio State University, and more.

The successful Respondent shall provide a hassle-free return policy that includes: Please see Medline's Return Goods Policy.

A. No-cost returns for incorrect, defective, or damaged products; Medline’s standard policy is to replace defective products at no charge, once the defect and proof of purchase from 
Medline are both confirmed.

B. 30-day return window for standard products; Please see Medline's Return Goods Policy.

C. Expedited refund processing within 5 business days; and Products shipped in error by Distributor are freely returnable for full credit, provided that such returns are made within 
thirty (30) days of receipt.

D. A dedicated return portal for tracking return status and refund issuance. Medline's DSR will be the first point of contact for return tracking.

Service provided by the Respondent, including past customer service history, 
services available, reduced paperwork, easily understood invoicing, and quick 
turnaround time for orders as well as inquiries will be a factor in the determination 
of the successful respondent to this request.

Since our customer service center location in Dubuque, IA opened in April of 2000, we have grown our support service 
staffing from 25 general Customer Service Reps to a team of over 500 including employees and management providing 
general, dedicated and ancillary support for our Medline Customers and Sales Reps. In addition, we have built Customer 
Service teams in satellite locations in Libertyville, Illinois and Temecula, California with a team of almost 500 employees 
serving as dedicated customer service.

Due to the urgent needs of our customers, Medline Customer Service is staffed to answer all of our customer calls LIVE 
with minimal wait time. Our Customer Service team receives an average of 3,700 calls per day or 18,500 calls per week. 
We utilize traffic management and quality assurance software to continually monitor Customer Service performance. 
Our Customer Service goal is to answer all calls within 20 seconds or less with an abandoned rate of 8% or less.
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It is highly desirable that the successful Respondent utilize dedicated inside and 
outside representatives to service this Agreement. The Respondent may utilize 
multiple representatives to cover the nation but shall appoint a single point of 
contact to provide for consistency and continuity of service.

In addition to local account representation, Medline will provide Broome County with appoint a single point of contact for 
this Agreement.

Additionally, the successful Respondent shall also provide individual dedicated 
inside and outside representatives to service this Agreement on a national basis for 
members of who utilize this Agreement.

Medline agrees.

13 The successful Respondent shall provide for accurate billing of items ordered, 
timely credits (within 24 hours), and invoices that are easy to understand.

Credits/rebills are requested, reviewed, and routed for approval after initiation through Medline's DSR Team by Broome 
County. Cycle time to completion varies dependent on the research required, however, a majority of credits are 
processed within 5 business days. The length of time it takes to release a credit varies depending on the type of credit. 
Return Goods enters return requests within 24-48 hours, but many of these credits require approval outside of our 
department before they can be released by Medline’s credit department.

Reporting Capabilities & Third Party Audits  ( 10 %) (App B, Sec F, 21. Reporting 
Capabilities & Third-Party Audits)

The successful Respondent shall provide comprehensive reporting and data 
analytics tools that include:

A. Detailed spend analysis reports (including agency-wide purchase trends); Medline’s online reporting platform, Medline Insight, provides customers an automated, self-service model to deliver 
over 100 reports relevant to a customer’s purchases/spend through Medline as a distributor. Reports can be viewed at 
several levels (local facility, markets, or entire networks) and there is no additional fee to use Medline Insight. This tool is 
a core component of our distribution program. Frequently used reports include purchase by manufacturer (detailed and 
summarized), GPO contract compliance, product usage, usage by ship-to location, fill rates, price assurance/accuracy 
reports, price parity report for contract alignment across the continuum of care, and purchases by product category for 
product standardization across the continuum of care.  Medline's MPower program consists of a partnership with 
Microsoft and provides data and analysis not offered by any other medical supply distributor and manufacturer.  The 
program combines real-time data with AI generated tools to analyze and provide valuable information to enhance overall 
performance related to service levels and inventory management.  

B. Real-time dashboards for tracking orders, deliveries, and budget allocations; Medline.com is an online portal that will allow customers to place orders, give live pricing and contract details, stock 
availability, live allocation status (amount ordered, amount remaining to order), and live order line status, if it’s in 
progress to be shipped, on backorder, or if it’s been fully shipped. All fully shipped order lines will have downloadable 
PDF documents of the packing slip or delivery document.

C. Customizable reports for tracking cost savings and sustainability compliance; 
and

For identifying cost savings,  Medline can generate what is called an 'Opportunity Report' that outlines all product 
categories and individual SKU's that have cost savings opportunities. This report also looks at all Broome County classes 
of trade to track conversion items being used within the Broome County network, resulting in opportunities for enterprise-
wide standardization.  In addition to customizable reports, Medline has a team of Corporate Business Analysts whose 
primary focus is to provide data and analytics on cost savings and sustainability compliance initiatives.
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D. Automated monthly and quarterly reports accessible via an online portal. Medline’s online reporting platform, Medline Insight, provides customers an automated, self-service model to deliver 
over 100 reports relevant to a customer’s purchases/spend through Medline as a distributor. Reports can be viewed at 
several levels (local facility, markets, or entire networks) and there is no additional fee to use Medline Insight. This tool is 
a core component of our distribution program. Frequently used reports include purchase by manufacturer (detailed and 
summarized), GPO contract compliance, product usage, usage by ship-to location, fill rates, price assurance/accuracy 
reports, price parity report for contract alignment, and purchases by product category for product standardization across 
the systems. Additionally, Medline offers our Mobile Supply Chain dashboard, which gives customers real time access to 
key metrics and KPI’s from any mobile device. Medline has leveraged Tableau for this technology and continues to invest 
in this application for the value it provides our customers.

15 A listing of standard reports available should be provided with the proposal 
response.

Please see attached for Medline's Insight Overview.

16 The Contractor shall obtain a third-party firm at no additional cost to Lead Agency to 
conduct external price audits on this contract. The third-party firm shall provide a 
quarterly report to Lead Agency indicating a Price Accuracy Percentage Rate of 98% 
or higher. 

Medline would measure and audit any savings, fees, or value added service guarantees during quarterly business 
reviews with Broome County. Medline’s plan involves monitoring mutually agreed upon KPIs, which include, but are not 
limited to, contract and non-contract spend, YTD savings analysis, best unit of measure purchases opportunities, 
customer overall satisfaction, current distribution costs/terms, customer strategic direction, future savings 
opportunities, fill rates, pricing, and delivery times/days. Medline will utilize quarterly business reviews to review any 
quality KPI’s that are in place. All goals and initiatives from the previous quarter would serve as the beginning of the 
subsequent review and Broome County/Medline would review the progress and outcomes of those initiatives, including 
any challenges or barriers to accomplishing the goals. Medline feels this is the best way to progress a relationship: plan, 
act, review, and improve.

Contract Risk & Miscellaneous ( 10 %) (App B, Sec F, 22. Contract Risk and 
Miscellaneous)
A. Please describe your firm’s approach to contract risk management. Include how 
your organization identifies, assesses, and mitigates risks throughout the life of a 
contract, especially for public sector clients.

Please see attached for Medline's Disaster Response Plan and IS Recovery Plan.

B. Has your company ever defaulted, failed to perform, or been terminated for 
cause on a government contract within the last five (5) years? If yes, please explain 
the circumstances and how the issue was resolved or mitigated.

No.

C. Describe the insurance coverage your firm maintains, including general liability, 
professional liability, workers’ compensation, and any other relevant coverages. 
Include policy limits and whether these meet or exceed the requirements typically 
set forth in public procurement contracts.

Please see Medline's Certificates of Insurance for information on coverage.

D. Explain how your organization ensures contract compliance across multiple 
clients or jurisdictions. Include specific tools, systems, or personnel used to 
monitor and ensure performance, timelines, reporting, and contractual obligations.

Medline will analyze spend data and look for contract compliance. Customers also have 24/7 access to Medline's online 
reporting platform, Medline Insight, which provides data on your direct activities including key measurements of ongoing 
contract compliance.

E. The Proposer shall provide a supply chain risk mitigation plan, including:
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i.  Tariff impact analysis, including pricing strategies for tariff adjustments; With the constantly evolving landscape surrounding tariffs, Medline commits to maintaining transparent communication 
and pricing models with Broome County and will include specific language surrounding tariffs as part of our Service 
Agreement.

Medline routinely evaluates sourcing options and has an expansive global sourcing and manufacturing footprint.  
Medline relies on such diverse sourcing capabilities and economies of scale in reducing the effects of inflationary 
pressures on our customers, as well as potential assessment for tariffs.

ii.    Information regarding supply chain diversity, detailing multiple sourcing options 
to prevent disruptions;

Medline believes in dual / multi sourcing to build resilience in manufacturing and supply availability.  As a result, 52% of 
Medline branded product is manufactured in North America leaving approximately 48% manufactured outside of North 
America. 

iii.    Information regarding business continuity planning, including contingency 
measures for shortages, natural or technological disasters, or global supply chain 
issues;

Medline invests considerable resources to help ensure that we can continue our mission of serving healthcare providers 
under the most extreme conditions. Based on decades of experience, Medline maintains the procedures, equipment, 
trained professionals and committed partners to plan for, prepare, mitigate, respond to and recover from the full 
spectrum of natural disasters, industrial accidents and criminal/terrorist attacks.

Please see Medline's Disaster Preparation Plan.
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iv.    Information regarding sustainability - What are the sustainability goals you have 
as an organization? How do you measure success? What has been the progress to 
your goals? How do you help your customers be more sustainable?

Medline’s sustainability mission is to promote a sustainable and resilient healthcare supply chain that supports 
healthcare providers and communities. Our strategy balances the need to deliver immediate, high-quality patient care 
with the responsibility to reduce the environmental and social impacts of our operations.
Informed by global challenges and regulatory shifts, our sustainability strategy provides a framework to positively impact 
the environment, advance social equity, and maintain good governance. In 2023, we completed our first global GHG 
inventory across all scopes and applied lessons learned in 2024 to improve data collection and strengthen our ability to 
develop targeted decarbonization plans.

– Renewable Energy: Our renewable energy portfolio includes over 66,000 solar panels worldwide, generating more than 
16.1 million kWh of renewable energy annually. We are LEED certified or pending certification at over 25 North American 
distribution centers and continue expanding energy efficiency efforts across our operations.
– Transportation & Emissions: Through MedTrans, our U.S. transportation network, we optimize routes, reduce empty 
miles, and manage fuel use. We’ve begun electrifying our fleet to further lower emissions while maintaining reliable 
service.
– Logistics Optimization: Our Tote-Cart Initiative consolidates shipments, reduces trailers on the road, cuts diesel 
consumption, and decreases greenhouse gas emissions.
– Waste Reduction: Medline’s ReNewal Medical Device Reprocessing program helps customers reduce hospital waste 
by safely reprocessing single-use devices, integrating sustainability into healthcare supply chains.

We publish public annual ESG reports that disclose our Scope 1, 2, and 3 emissions and other tracked data, including 
solar energy generation, reprocessing numbers, and gender-related data. We leverage tools like Watershed and Workiva 
for consistent data management and transparency. Sustainability is increasingly integrated into our operations and 
reflected in how we support our customers, and our progress can help advance our customers’ own sustainability goals 
and initiatives.

Marketing Plan ( 5 %)
18 Marketing Plan provided in accordance with App B, Sec F, 15. Marketing Plan While Medline remains contract aganostic, Medline has marketing and educational materials available in print format 

and online.  In addition, Medline is able and willing to collaborate and/or customize based on what the needs are for 
content.  
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24COR-044 / Medical Supplies 
Medline Clarifications 

Responsiveness Review  

Please review the following documents needing to be cured. Attach revisions with your response, and use the Bidder 
Response column to sign-off on completed revisions. 

Thank you, 

Item Documents References Deficiencies Noted  Bidder Response/Sign-Off 
1 Variation and Justification 

Sheet 
Appendix A, Section B, 
Lead Agency 
Requirements - 
Required Documents 

Documentation not 
present in submission 

Please see attachment: 
Medline’s Variation and 
Justification Sheet. 

2 New Jersey Business 
Compliance - Attachment 8 
- Certification of Non-
Involvement in Prohibited 
Activities in Russia or 
Belarus 

Appendix A, Section D, 
New Jersey Business 
Compliance 

Documentation not 
present in submission 

Please see Attachment 8 – 
Certification of Non-
Involvement in Prohibited 
Activities in Russia or Belarus 

3 Cyber Security Plan & 
Protocols 

Appendix B, Section F, 
20.4 Cyber Security 
Plan & Protocols 

Documentation not 
present in submission 

Please see Medline’s ISO 
Certification and SOCII Bridge 
Letter. 

 

Section N – Technical Proposal Clarifications  

Please review and respond to the following clarification questions and comments posed during the evaluation process. Please 
use the response column and return this document. If additional information is needed to supplement and support your 
response, please attach in a separate, searchable WORD or PDF document. 

Thank you. 

Item Evaluation Clarification Bidder Response 
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24COR-044 / Medical Supplies 
Medline Clarifications 

1 Topic: Bidder Capacity and Capability; Item 1: 
 
Evaluation team requests the list of prime 
vendor distribution partners. Please use the 
Subcontractor Information tab of Section O – 
Cost Proposal Workbook [Excel].  

Today, Medline has partnerships with over 1,300 prime vendor 
distribution partners which make up a significant portion of our annual 
company revenue of $28.4 billion (2025). While Medline maintains a 
proprietary list of prime vendors we have provided our top 25 prime 
vendor distribution partners in Section O – Cost Proposal Workbook. 

2 Topic: Bidder Capacity and Capability; Item 2: 
 
Evaluation team requests the list of 
distribution centers.  

Please see attached for Medline’s Distribution Centers. 

3 Topic: Bidder Capacity and Capability; 
General: 
 
The proposal refers to documents not found 
in the proposal submission.  
 
Please resubmit the following: 
 
“Medline’s Business Proposal” (with 
Distribution Network) 
Return Goods policy 
Insight Overview 
Disaster Response Plan 
IS Recovery Plan 
 

Medline is happy to provide all attachments from our previously 
submitted flash drive.  Screen shot below contains all documents 
previously submitted.   

 
Please find documents attached for an electronic version of the 
requested documents: 
Medline’s Distribution Network 
Return Goods policy 
Insight Overview 
Disaster Response Plan 
IS Recovery Plan 
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24COR-044 / Medical Supplies 
Medline Clarifications 

4 Topic: Bidder Capacity and Capability; Item 3: 
Please submit a copy of your company’s 
Quality Assurance and Quality Control plan. 

Please see Attachment - Medline Quality Commitments and 
Questionnaire 

5 Topic: Bidder Capacity and Capability; Item 3: 
Bidder’s response was determined to be 
unresponsive to the question: What kind of 
quality assurance can you provide to 
Participating Entities, if requested? 
 
Please revise and clarify. 

Medline provides a comprehensive Quality Assurance program 
supported by dedicated quality and compliance teams, incorporating 
ongoing monitoring of key performance indicators (KPIs), customer 
satisfaction, complaints, and service outcomes; structured internal 
auditing and performance improvement activities; and a formal Quality 
Assurance and Performance Improvement (QAPI) program designed to 
identify, track, and resolve issues, implement corrective actions, and 
ensure continuous service enhancement and regulatory compliance. 
Quality assurance metrics monitored include, but are not limited to, 
customer satisfaction scores, complaint and grievance trends, order 
accuracy and fulfillment performance, billing and coding accuracy, 
service-level and delivery KPIs, and incident tracking with trend 
analysis to prevent recurrence. 
 

6 Topic: Bidder Capacity and Capability; Item 3: 
Bidder’s response was determined to be 
unresponsive to the question: How often do 
you self-audit? 
 
Please revise and clarify. 

Medline conducts risk-based internal audits at least annually, 
supplemented by continuous compliance monitoring and for-cause 
audits as needed. 

7 Topic: Bidder Capacity and Capability; Item 3: 
Bidder’s response was determined to be 
unresponsive to the request: Describe your 
company’s efficiency and accuracy rates in 
inventory management. 
 
Please revise and clarify. 

Medline delivers high efficiency and accuracy in inventory management 
through advanced analytics, real-time system integration, and 
continuous KPI monitoring. Our inventory control processes are 
supported by cycle count programs and performance dashboards that 
track key metrics such as fill rate, order accuracy, and inventory 
variance. Medline targets net inventory accuracy of ≥97% with defined 
corrective actions triggered if thresholds are not met. Additionally, 
proactive inventory optimization tools including backorder tracking, 
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24COR-044 / Medical Supplies 
Medline Clarifications 

substitution management, and automated replenishment support 
improved fill rates and seamless order fulfillment, ensuring products 
are available when and where needed. 
 
 
The two customers below highlight our commitment to efficiency and 
accuracy: 
 
Ohio State University YTD as of May 11th: 
Price Assurance: 99.06% 
Unadjusted Fill Rate: 99.45% 
 
Mayo Clinic for May ‘25 – April ’26: 
Unadjusted Fill Rate: 98.48% 
On-Time Shipments: 99.98% 
 

8 Topic: Bidder Capacity and Capability; Item 4: 
What if the on-time delivery rate percentage? 

Medline aims to maintain an on-time delivery rate of 98.50%. 

9 Topic: Bidder Capacity and Capability; Item 4: 
What is your Customer Satisfaction 
percentage and how do you measure it? 

Medline measures our Customer Satisfaction percentage based on 
retention rates.  We closely track performance metrics and KPI’s but 
our main source of measuring Customer Satisfaction is displayed 
through our ability to retain our Prime Vendor customers at a rate 
exceeding 98% over the past five years. 

10 Topic: Reporting Capabilities & Third Party 
Audits: Item 16: 
 
The response does not align with the 
Solicitation. Please clarify. 

Medline is open to collaborating with the Lead Agency to support 
external audit requirements, including facilitating data access and 
reporting necessary to validate pricing accuracy, however the right to 
audit shall not exceed once per year and is funded by the Lead Agency.  
Medline believes in transparency and welcomes the opportunity for 
Third Party Audits because we believe in our processes and welcome 
the opportunity to share with our customers.   
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24COR-044 / Medical Supplies 
Medline Clarifications 

Medline would measure and audit any savings, fees, or value added 
service guarantees during quarterly business reviews. Medline’s plan 
involves monitoring mutually agreed upon KPIs, which include, but are 
not limited to, contract and non-contract spend, YTD savings analysis, 
best unit of measure purchases opportunities, customer overall 
satisfaction, current distribution costs/terms, customer strategic 
direction, future savings opportunities, fill rates, pricing, and delivery 
times/days. Medline will utilize quarterly business reviews to review any 
quality KPI’s that are in place. All goals and initiatives from the previous 
quarter would serve as the beginning of the subsequent review and 
together, we would review the progress and outcomes of those 
initiatives, including any challenges or barriers to accomplishing the 
goals. Medline feels this is the best way to progress a relationship: plan, 
act, review, and improve. 
 

11 Topic: Marketing Plan: 
 
The evaluation team would like to extend an 
opportunity to Medline to provide a marketing 
plan in accordance with Solicitation, 
Appendix B, Section F, 15. The response 
provided as-is cannot be scored. 

Please see Attachment – Medline’s Marketing Plan. 

12 General clarification: 
 
Section N – Technical Proposal references 
Broome County. Please confirm that 
Medline’s proposal is for the national 
cooperative.  

Medline’s proposal is for the national cooperative. 

 

 Section O – Cost Proposal Clarifications  
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24COR-044 / Medical Supplies 
Medline Clarifications 

Please review and respond to the following clarification questions and comments posed during the evaluation process. Please 
use the response column and return this document. If requested to submit a revised Section O – Cost Proposal, please submit 
in Excel format. 

Thank you. 

Item Evaluation Clarification Bidder Response 
1 Quote for Broome tab – 

 
Confirm no bid and/or no proposed 
substitutions offered for A4, J4 (Vaseline, 13oz 
Tub), K12, O4 (Enteral Irrigation sets). 
 
If revising your response, please include a 
revised Section O – Cost Proposal Workbook 
[Excel] with your response. 

Please see Medline’s revised Section O – Cost Proposal. 

2 If Medline is linking to catalog instead of 
completing the Proposed Price List tab, the 
evaluation team needs to be able to review 
complete product information, including list 
prices. Please provide log in credentials for 
review. 

We can provide a demo account to review pricing but will first need a 
name and email address for the reviewer. The pricing that will be 
viewable in the demo account will be the minimum discount 
guaranteed from our offering.  Medline’s pricing displayed in the demo 
will consist of the price at our minimum discount.  It’s important to 
note that the price displayed is our maximum catalog price which 
means the price can only decrease and the discount can only increase 
to maximize savings and value. 
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Branch Director Street Address City State Zip Phone

B06 Michael Cato 1 Medline Drive Wilmer TX 75172 972-525-3424

B11 Angel Chavez  2221 21111 E. 36th Drive Aurora CO 80011 303-371-8546

B18 Thomas Wiggins 8411 Bob Bullock Loop Laredo TX 78045

B22 Ray Clark 2221 9670 NW 112th Avenue Medley FL 33178 305-882-1099

B24 Dan Harrington 2221 8001 SW 47th Street Oklahoma City OK 73179 405-745-9977

B25 Danielle Cornwell 2221 1401 N. Universal Avenue Kansas City MO 64120 816-483-1083

B27 Mark Cardoos 2221 92 SE 223rd Ave Gresham OR 97030 503-665-5824

B28 Jim Cochran 2221 735 County Road 4 East Prattville AL 36067 334-361-6444

B29 Paul Gaffaney 2221 13115 Brockton Lane North Rogers MN 55374 763-428-0124

B30 John Lemons 1900 Meadowville Tech Pkwy Chester VA 23836 804-530-1480

B31 Eric Keelin 500 Sharkey Drive Maumelle AR 72113 501-734-0208

B33 Brian Janson 2238 917 E. Powell Drive Lincolnton NC 28092 704-735-1017

B34 Miguel DeJesus  2221 9051 King St. Anchorage AK 99518 907-677-1655

B36 Sean Blair 1989 Transit Way Brockport NY 14420 585-395-0522

B48 Eric Mavor 2221 36445 Van Born Rd. Ste 200 Romulus MI 48174 734-728-6398

B49 Daniel Fairfeild 1232 42500 Winchester Road Temecula CA 92590 951-296-2623

B51 Ryan Estes 2221 60 Athlete’s Way North STE 100 Mount Juliet TN 37122 615-758-1420

B80 John Aranton 2221 2341 Lauwiliwili Kapolei HI 96707 808-682-5712

C02 Burt Roberts 2200 Cornerstone Parkway Grayslake IL 60030 224-327-8800

C03 Alie Armstrong 1500 Medline Place McDonough GA 30253 770-320-7037

C05 Larry Randall 1062 Old Dixie Highway Auburndale FL 33823 863-337-4797

C09 Amy Huizinga  22221 1960 W. Miro Way Rialto CA 92376 909-429-4734

C32 Chris Ashley 29895 US Hwy 90 Bus Katy TX 77494 281-574-2326

C37 Andrew Krohn 2221 5000 Premier Parkway St. Peters MO 63376 636-925-3168

C40 Vinnie Scott 81 Campanelli Drive Uxbridge MA 01569 508-526-3971

C41 Meredith Ritchey 1040 Enterprise Parkway West Jefferson OH 43162 614-879-9728

C42 Carl Celestine 3446 Highway 51 N. Southaven MS 38672 662-449-8381

C46 Johnny Glover 24550 Hansen Road Tracy CA 95377 209-836-7027

C47 James Johnson 239 Belvidere Rd. Perryville MD 21903 410-642-2020

C50 Scott Fritsche 8787 W. Buckeye Road Tolleson AZ 85353 623-936-5443

C54 Thomas Fallon 494 State Route 416 Montgomery NY 12549 845-457-5463

C57 Joe Peede 5511 W. Ten Road Mebane NC 27302 919-563-1535

C59 Nick Latino 2222 2100 Industrial Park Rd. Hammond LA 70401 985-542-2082

C71 Ryan Ashby 2221 264 South 5750 West Salt Lake City UT 84101 801-975-6305

C75 Duane Carter 2224 3770 Hogum Bay Road, NE Lacey WA 98516 360-491-0241

C89 Mena Kropiwiec 2221 251 Hilton Dr. Jeffersonville IN 47130 812-256-2199

D46 Marqual Mitchell 18601 Christopher Way, Ste 100 Lathrop CA 95330 209-858-1033

E14
Palmas Industrial Carr.809             

KM 2.0 Building #3
Catano PR 00962 787-782-6326

Branch Director Street Address City State Zip Phone

A36 5786 Collett Rd. Farmington NY 14425 585-924-2175

B01 Adolfo Ortiz 3144 1200 Townline Road Mundelein IL 60060 847-643-4922

B44 Kip Winsborrow 2229 2325 West Louise Ave Manteca CA 95337 209-239-0020

B45 1119 W Middlesex Avenue Port Reading NJ 7064 920-592-2000

B56 Jerod Damery 190 Medline Drive, Suite 200 Richmond Hill GA 31324 912-459-0754

B58 Roger Polanco 198 Commercial Blvd. Blakeslee PA 18610 570-646-1293

B66 2700 E. Imperial Highway Lynwood CA 90262 626-606-0368

B82 Rocky Losco 9103 Riverside Parkway Lithia Springs GA 30122 770-948-1293

E22 Joseph Cruz 600 Derby Ave. West Haven CT 06516 203-387-9806

E23 Yvette Gutierrez 3835 John Wall Dr. Madison WI 53704 608-241-7924

K56 Jerod Damery 190 Medline Drive, Suite 100 Richmond Hill GA 31324 912-459-0754

DISTRIBUTION CENTERS

Annexes and Transships

Updated July 2025 
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Medline Insight 
Medline Insight is our online reporting tool, which provides customers a “self-service” model to view 
dashboards and deliver over 85+ reports relevant to a customer’s on-going business activity.  Reports can 
be scheduled to be delivered to customers via email on the frequency they choose (i.e. daily, weekly, bi-
weekly, monthly, etc.).   

Use of Medline Insight for total spend through Medline will provide consistent information and present 
opportunities for: 

 

 

 

 

• Product Standardization:  Monitor spend by UNSPSC category codes to ensure the targeted 
brands/products are being purchased. 

• Price Parity Assurance:  Monitor any exceptions to price parity across your continuum of care. 
• Contract Compliance:  Detailed information by manufacturer, item and contract (GPO, local 

manufacturer and non-contract) to ensure leveraging contracts for purchases across the 
continuum. 

• Standard KPI’s:  Fill Rate, Price Accuracy, Total Spend, Use of Electronic Order Channels, Stock vs. 
Non-Stock lines and more. 

• LUM Specific Reporting:  See item usage by ship-to location (par area), purchases by day of the 
week by location to assist in par level adjustments and audit ordering patterns, best UOM reports 
to ensure that the correct UOM for the total quantity being ordered by day/week is being 
purchased (saves money and gains order and put-away efficiencies). 
 
MEDLINE INSIGHT REPORT LIST: 

Report Name Report Description 
Report 
Category 

*Account Overview v3 - Corp 
Accounts Only  

Dashboard Excel report for PV accounts only - several metrics summarized by month.  
Includes: Total Purchases, Medline and Non-Medline Spend, Contract and Non-
Contract Spend, Order Count, Line Count, Average # of Order Lines, Average Line 
Value, EOE % and Fill Rate 

Spend 
Information 

Account Relationship Report 
v4 

Listing of accounts for a group or single accounts (sold-to, ship-to's, bill-to's, etc.) 
includes GLN info. Master Data 

Active Stock Request (DED) 
Report  A list of all active DEDs (Demand Estimate Documents/Stock Requests) in our system Forecasting 
Cancelled DED by Date 
Report Shows all Cancelled DEDs for whatever timeframe is selected.  

Order 
Tracking 

Consignment Inventory 
Aging Report 

Consignment Inventory Aging based on ZVOR006. Will show Consignment Billing 
history along with current stock  on hand and pricing Consignment 

Consignment Order 
Summary Report  

Displays total dollar value for consignment inventory shipped during selected 
reporting period. Consignment 

*Contract Compliance Detail 
v3  

Contract Compliance by item by manufacturer showing contract, local and non-
contract purchases incl Product Categories. 

Contract 
Information 
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Contract Compliance 
Summary v3  

Contract Compliance Summary - pie chart view of contract, local and non-contract 
purchases 

Contract 
Information 

Contract Connection Report 
by Product Category List of all contracts currently connected to an account. 

Contract 
Information 

Corp Account LUM Order 
Roll-Up Report 

Report run by PV Number. Shows all associated Sold-To accounts of a PV and spend 
by LUM vs BULK accounts. Additionally, shows orders by day of the week, and total 
lines under $1, $5 and $10 

LUM 

Customer Ordering Guide 
This report shows the materials purchased by Customer for the last 180 days. The 
report can be used as a reference to assist in the ordering process. 

Spend 
Information 

Customer Proof of Delivery 
Report v2 

Will list out all proof of delivery information for any given timeframe entered Operations 
and Service 

Descending Dollar Report v2 
Displays all sales for a selected date range displayed in a list format by Medline Item 
(with description) sorted by total dollars purchased (descending order). 

Spend 
Information 

DIR Open Order Report by 
SoldTo 

Shows all Open 'Vendor Direct' Order Lines. Report can be run by SoldTo. Includes 
PO, Vendor and Container Details 

Spend 
Information 

Fill Rate by Ship-To Report - 
Unadjusted Only 

Ship-to level fill rates, measuring stock item lines shipped complete from primary ship 
location. Best for Monthly Use Only. 

Operations 
and Service 

*Fill Rate Report - Adjusted 
and Unadjusted Fill Rates 

Measures Stock Item Lines Shipped Complete from Primary Ship Location, includes 
Adjusted Fill Rate & Service Level by Month. Best for Monthly Use Only. 

Operations 
and Service 

Invoice Clearings by Credit 
Card 

This report will show the credit card payments made against all paid invoices for 
respective accounts for a particular time frame 

Spend 
Information 

Invoice Data with Tracking 
Number Shows tracking number associated by Invoice  

Spend 
Information 

Invoice Detail for Export to 
Excel v2  

Invoice line item detail is ready for export to Excel. This simple list could be used as a 
basis for import into A/P system. 

Spend 
Information 

Invoice Detail for Export to 
Excel v4  Invoice line detail including ship-to information. Intended for export to Excel. 

Spend 
Information 

Invoice Detail Report v2 View all line items by Medline Invoice number for a selected date range. Line level 
information includes: item, qty ordered, unit price, extended price, tax, and freight. 

Spend 
Information 

Invoice Detail with GL Code Shows GL Code associated with Invoice Line Numbers 
Spend 
Information 

Invoice Summary by PO Shows Invoices assorted by PO   

Invoice Summary Report  Displays total invoiced dollars for a selected date range sorted by customer PO 
number. Intended for export to PDF. 

Spend 
Information 

Invoice Summary with GL 
Code Shows GL Code Associated with Invoice Header number 

Spend 
Information 

Invoiced Dollars By Order 
Channel  

Invoiced Dollars by Order Channel (EDI, Phone, Fax, etc.) displayed in pie chart and 
table of values. 

Spend 
Information 

Item Usage and DED v4 - 
LUM Version  

Item Usage Summary with Demand Estimate Document information (requested 
monthly stock levels). LUM version based on actual shipment/invoiced qtys 

Spend 
Information 

Item Usage Comparison 
Report  Item Usage broken into two timeframes to compare usage over time. 

Spend 
Information 

Item Usage Spike Report Item Usage Spike Report with Demand Estimate Document information (requested 
monthly stock levels). 

Spend 
Information 

Latex and Latex-Free Items 
Purchased 

Listing of items purchased with the Latex and Latex-Free Indicator, displaying includes 
usage and total spend per item. 

Category 
Information 

LUM Account Fill Report v4  Fill Rate report for LUM (fill or kill) accounts. This version aggregates net deliveries 
per line and includes Buyer name. LUM 

Medline Brand Opportunity 
Roadmap v2 Report showing Medline Brand conversion opportunities by product category. 

Spend 
Information 
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Medline vs Non-Medline 
Purchases by Ship-To Detail 

Detailed usage by ship-to account number broken out by Medline/Non-Medline 
Purchases. 

Spend 
Information 

Medline vs Non-Medline 
Purchases by Ship-To 
Summary 

Summary of usage by ship-to account broken out by Medline/Non-Medline 
purchases. 

Spend 
Information 

Medline vs. Non-Medline 
Brand Purchases v2 

This is a detail version of spend by account number broken out by Medline/Non-
Medline Purchases 

Spend 
Information 

Medline vs. Non-Medline 
Spend by Month Shows Medline brand vs. Non-Medline brand spend by Month 

Spend 
Information 

Medline.com Invoice Status 
Report 

This Report Shows all customer invoices by their Medline.com status between a date 
range 

Spend 
Information 

Medline.com User Report List of users set up for Medline.com Medline.com  

Monthly Item Summary Item Usage broken out by month, includes spend by month. Uses monthly 
aggregated data through composite view. 

Spend 
Information 

Monthly Item Usage Report 
by Ship-To  

Item Usage broken out by month and Ship To Location including most recent price 
and contract details by item. 

Spend 
Information 

*Monthly Item Usage Report 
v3  

Item Usage broken out by month including most recent price and contract details by 
item. 

Spend 
Information 

Monthly Purchases by Class 
of Trade Monthly total spend by Class of Trade Spend 

Information 

Non-Stock Item Usage  Displays usage for non-stock items (broken out by non-stock, no DED and vendor 
direct volume) 

Spend 
Information 

Open Order Report v6 
Shows all open order lines for reporting period. These include backorder lines, vendor 
direct or drop shipments and cross-docked items. Includes CS notes from the order 
line level. 

Order 
Tracking 

Order Detail Report Lists all line item detail for Orders 
Order 
Tracking 

Order Detail with Confirm 
and ASN Timing 4.0 

Order Detail with Confirmation and Advanced Shipment Notification information. 
Relative customer timezone 

Order 
Tracking 

Order Metrics Summary  Key order metrics in multi-chart format. 
Spend 
Information 

Order Shipment Report v2 Report showing everything shipped within a given time period, Shows additional Ship-
To information. 

Spend 
Information 

Order Summary Report An Excel-based extract of order header data (no line item data) for specified 
account(s) for a defined timeframe (Today, Yesterday, Last Week, etc.). 

Order 
Tracking 

Parscan Summary Report - 
PDF Version 

Report provides a summary of Sales, Billing Charges and Device Sync details for 
Parscan customers. Use this for PDF version of report. 

Operations 
and Service 

Price Assurance 
Performance Summary - 
Monthly Version 

Measure of Line Level Price Accuracy over time for Customers on Medline's Price 
Assurance Program Pricing 

Price Assurance 
Performance Summary - 
Weekly Version 

Measure of Line Level Price Accuracy by week for Customers on Medline's Price 
Assurance Program Pricing 

Price Assurance Report v5 A listing of order lines still on Price Assurance Block Pricing 
Price Assurance Report v5 
incl Header Hold 

A listing of order lines still on Price Assurance Block plus header hold amount (if 
applicable) Pricing 

Price Assurance Report v5 
incl Header Hold with 4 
Decimal Pricing 

A listing of order lines still on Price Assurance Block plus header hold amount (if 
applicable) Pricing 

Price Assurance Report v5  
with 4 Decimal Pricing A listing of order lines still on Price Assurance Block Pricing 
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Price List Report - Prices and 
Stock Status  

Simple price list for a customer. Can use purchase history and/or customer items 
loaded in system as the basis for the list. Pricing 

Proactive Backorder Report Report run by Dedicated Service Manager to monitor potential backorder situations 
at the item level. 

Order 
Tracking 

Purchase Frequency by Ship-
To Location  Displays purchase order frequency of ship-to accounts. 

Spend 
Information 

Purchases by Category - 
Detail v3  Detailed version of purchase history by category, manufacturer and item. 

Spend 
Information 

*Purchases by Category v3 Summarized view of total spend by product category. 
Spend 
Information 

Purchases by Manufacturer - 
Detail v3 Displays item-level spend and usage by manufacturer. 

Spend 
Information 

Purchases by Manufacturer - 
Summary v3 Summarized view of total spend by manufacturer. 

Spend 
Information 

Rejected Order Lines and 
Notes for Sold-To(s) v3 

Rejected Order Lines (EDI Auto-Reject) and Customer Service rejections with line level 
notation from SAP order line text. NOTE: This new version can be run for group 
number or list of sold-to's 

Order 
Tracking 

Rental Billing Report Tracks rental information 
Spend 
Information 

Sales Order Confirmation 
Detail Report  Order Line Detail Report - shows SAP delivery if created as well 

Order 
Tracking 

Unique List of Items 
Purchased by Manufacturer  

Listing of unique Items Purchased by Manufacturer. Includes usage, total spend, 
packaging info, latex indicator & UNSPSC 

Spend 
Information 

Unique List of Items 
Purchased with GTIN  

Listing of unique Items Purchased by Manufacturer. Includeds usage, total spend, 
packaging info, and GTINs. 

Spend 
Information 

Usage by Ship-To Location 
Detail v2  This is a detail version of spend by ship-to account number. 

Spend 
Information 

Usage by Ship-To Location 
Summary v2  This is a summary of spend by ship-to account number. 

Spend 
Information 

Usage by Ship-To Location 
with Day of the Week Order 
Qty's 

This is detail version of spend by ship-to account number showing the Mon-Sun order 
qty's to assist with par level mgmt/adjustment. 

Spend 
Information 

Vendor Direct Order Report  Report only showing Vendor Direct Order Lines (Branch= "DIR"). Includes rejected 
lines 

Order 
Tracking 

Weekly Account Overview Account overview by week 
Spend 
Information 

* Denotes Prime Vendor Best 
Practice Report(s)   
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KEY REPORT EXAMPLES 

Account Overview:  

 

Contract Compliance: 

 

Price Parity Report: 
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Purchases by Category: 
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Purchases by Manufacturer: 

 

Usage by Ship-To (Par) Location Detail: 
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Medline Supply Chain Dashboard 
The Medline Supply Chain Dashboard, powered by Tableau, is available on a mobile app or desktop.  It 
works as a high level supplement to Insight, as it summarizes and shows visual trends for all key KPIs and 
metrics tied to a prime vendor deal for whenever quick analysis is needed.  Metrics included are:  

- Total Spend 
- Medline Brand vs National Brand 
- Total OSIs  
- Warehouse Accuracy 
- Issues p/1k Lines 
- Shipment Issues 
- On Time Shipment % 
- Rejected Line % 
- Adjusted and Unadjusted Fill Rate 
- Contract Compliance % 
- Price Accuracy % 
- Medline Brand vs National Brand Trending 
- Contract vs Non-Contract Trending 
- Adjusted and Unadjusted Fill Rate Trending 
- Price Accuracy Trending 
- OSIs Trending 
- Shipment Issues Trending 
- On Time Ship% Trending 
- Warehouse % Trending 
- Shipment Accuracy $ Trending 
- Top 20 Categories by spend  

o Breakdown of Medline vs National Brand breakdown by Category 
o Subcategory information for information 

- Total Orders and Order Lines Trending  
- Count of Non Stock Order Lines Trending 
- Rejected Lines Percent of Total Order Lines Trending 
- Percent of Orders Made After Cut-Off Time Trending 
- Medline Fill Rates for All Manufacturers 

o Order Lines and Unfilled Lines  
- Vender Service Rates to Medline for Distributed  

o Vendor Avg Days Late to Medline  
- Fill Rate at the Item Level for all items of any selected manufacturer 

 
Summary Tab 
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Spend & Fill Rates Tab 

 

 

Operations Tab 
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Category Spend Tab 

 

 

Order Summary Tab 
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Fill Rate Analysis Tab 
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ADMINISTRATIVE 

1.1 Purpose 

The purpose of this Quality Commitment is to communicate the responsibilities that Medline, 
inclusive of its 20+ manufacturing sites and 50+ distribution centers across North America, holds 
itself to and provides to its customers related to products manufactured by and/or distributed by 
Medline. This document applies to non-customized products purchased directly 
catalog/medline.com/Medline customer service. 

This Quality Commitment defines the commitment Medline makes to ensure that products and 
services it provides satisfy the quality and regulatory requirements that represent its responsibility 
related to a given product. 

For the purpose of this Quality Agreement
country with jurisdiction 

over Medline or the Products.  

Medline Industries LP. has been a medical supplies and solutions provider since 1966 with roots in 
the industry dating back to 1910. Medline Industries, LP. currently employs over 43000 employees 
worldwide with corporate headquarters located in Northfield, IL. Medline Industries LP. quality 
system is compliant with applicable FDA regulations, ISO standards, and the regional requirements 
in which it operates. 

  Corporate Headquarters  
Medline Industries, LP.  
Three Lakes Dr. Northfield, IL 60093  
Phone: (847) 949-5500  
Corporate Website: http://www.medline.com  

Support, Ordering and Billing 
Customer Service 
1-800-MEDLINE (1-800-633-5463) 
7:00 AM - 7:00 PM CST 
Fax: 1-800-351-1512 
service@medline.com 
 
FDA Registration 
Establishment: 
Three Lakes Drive 
Northfield, IL 60093 
(847) 949-5500 
Registration Number 1417592 
FEI Number: 1417592  
https://www.accessdata.fda.gov/scripts/cdrh/cfdocs/cfRL/rl.cfm?rid=2339  

ISO 13485 Certificate 
Medline Industries, LP. Three Lakes Dr. Northfield, IL 60093  
Certificate No: FM702756 
 
MDSAP Certificate 
Medline Industries, LP. Three Lakes Dr. Northfield, IL 60093  
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Certificate No: MDSAP 690356 

1.2 Scope 

The scope of this Quality Commitment applies to non-customized products manufactured, labeled, 
and/or distributed by Medline that are , medline.com, or 
Medline customer service 

This agreement does not define authorized products 
any forecasting, ordering, delivery, or pricing requirements. 

This agreement does not define the specifications for the products or services referenced. 

1.3 Parties to the Agreement 

 
 
QUALITY 
Commitment  
Approval 

Name Signature/Date Title 

 Meredith Merson 
 

 
Director, QMS 

 

1.4 Definitions 

The following definitions and acronyms apply to this document:  

Adverse Event  any undesirable experience or response associated with the use of a medical 
product in a patient for which there is a reasonable possibility that, after an investigation, it has 
been determined that the device was either the root cause, or a contributing factor in the 
response. 

Applicable Laws - Means the laws, rules, guidelines, regulations and regulatory codes of practice 
applicable in the US and Territory for the manufacture, importation, storage, exportation, conduct 
of clinical trials, registration, Marketing Approval, reimbursement, packaging and labeling, 
promotion, marketing, advertising, distribution, safe or other disposal of Products or any aspect 
thereof as amended from time to time, the definition of which includes, without limitations and not 
exclusively, The Code of Federal Regulations (CFR) under Title 21, SOR/98-282 - Canadian Medical 
Device Regulations, MDD 93/42/EEC, MDR 2017/745, UK MDR 2002, ISO 13485, MDSAP, 
TG(MDR)R, RDC ANVISA 665/2022, MHLW Ministerial Ordinance No. 169 (2004 as amended by 
MHLW Ministerial Ordinance No. 60 (2021), Japan PDM Act (as applicable), and ISO 11135 
(2014). 

Complaint  Any written, electronic, or oral communication that alleges deficiencies related to the 
identity, quality, durability, reliability, usability, safety, effectiveness, or performance of the 
Products or relate to a service that affects the performance of the Products. 

Corrective Action (CA)  Action to eliminate the cause of a detected nonconformity or other 
undesirable situation. 

Docusign Envelope ID: F716A70F-555E-8EF9-81E6-B12D5F3FACEE



 

 

Quality Agreement and Questionnaire
 

 

CONFIDENTIAL Page 3 of 14  
 

Current Good Manufacturing Practice (cGMP)  Regulations enforced by the FDA. CGMPs provide 
systems that ensure proper design, monitoring, and control of manufacturing processes and 
facilities. 

Food and Drug Administration (FDA)  U.S. agency responsible for the control and safety of food 
and drugs. 

International Standards Organization (ISO) - An international nongovernmental organization made 
up of national standards bodies; it develops and publishes a wide range of proprietary, industrial, 
and commercial standards and is comprised of representatives from various national standards 
organizations. 

Notified Body - A notified body is an organization designed to assess the conformity of certain 
products before being placed on the market. These bodies carry out tasks related to conformity 
assessment procedures set out in the applicable legislation, when a third party is required. 

Product  Product not related to a custom purchase agreement; product as purchased via 
 

Promptly  Unless otherwise specified, promptly means within ten working days. 

Quality Agreement  A written agreement that outlines specific quality parameters for a project 
and production and which party is responsible for the execution of those parameters.  

 - The FDA and any other regulatory authority 
with jurisdiction over Medline or the Product 

Scrap  Action on nonconforming material to prevent its distribution or use. 

1.5 Quality Management Systems 

Medline maintains all the below certifications by a Regulatory Authority and/or certifying body 
necessary to provide the Products and/or Services:  

https://www.medline.com/about-us/quality-assurance/ 

   

2 COMPLIANCE 

2.1 Activity by Regulators, Notified Bodies, or Certification Bodies 

Medline is subject to inspections or audits related to its certifications and responds to any and all 
observations from these inspections or audits, as required. Any observations related to Product are 
responded to promptly and actions related to any observation are conducted with Safety and Quality 

 

2.2 Recalls, Withdrawals & Field Actions  

Medline shall lead recall, withdrawal and field action activities associated with Products for which it 
holds the responsibility for recall and shall respond to and participate in any recalls, withdrawals, or 
field action activities, as appropriate, as related to products supplied by its vendors/distribution 
partners.  

2.3 Adverse Event and Medical Device Reporting   

Medline is responsible for MDR/Adverse Event reporting as may be required by the FDA and other 
Regulatory Authorities for products under its regulatory responsibility. 
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2.4 Regulatory Approval 

Medline will not ship Product intended for new countries without required documentation, including 
all required registrations/licenses/certificates to market and sell the Product in that Territory. 

3 DOCUMENTATION & RECORDS 

3.1 Document Controls 

Medline has documentation systems in place for document approvals, distribution, and document 
changes that are designed and implemented in accordance with cGMP and Applicable Laws and 
Policies. 

3.2 Record Handling & Retention 

Records created or participated in by Medline are stored and maintained to prevent damage or 
deterioration for the applicable record retention period.  

Medline complies with 21 CFR Part 11 Electronic Records: Electronic Signatures as applicable. 

4 IDENTIFICATION & TRACEABILITY   

Medline has established and maintains a system to ensure identification and segregation/quarantine 
of Non-Conforming Product. Any electronic traceability systems are validated by Medline in 
accordance with established procedures that comply with cGMP and Applicable Laws and Policies. 

5 STORAGE & SHIPMENT 

5.1 Storage 

Medline has established and maintains procedures to control storage areas and stock rooms to 
prevent mix-ups, damage, deterioration, contamination, and/or other adverse effects. 

Medline ensures that all products are stored to facilitate stock rotation and recognize expiration 
dating. 

Medline has systems and processes to ensure that Products requiring temperature control are stored, 
maintained, handled, and delivered in a temperature-controlled environment consistent with their 
labeling.  

5.2 Shipment 

Medline ships Product in a way which prevents the damage or deterioration of the product and keeps 
all required shipping records. 

6 NON-CONFORMANCES 

6.1 Non-conforming Material 

Medline has established and maintains a system to ensure identification, acceptance status, and lot 
traceability of Products. This system includes accurate records of importation, inventory, sale, and 
distribution of all Products to customers, including lot numbers, quantity, and customer information. 

7 AUDITS 

7.1 Audits  

Medline has established and maintains an Internal Audit program  
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7.2 Auditing Sub-Rep. Distributors 

The Distributor is responsible for auditing any applicable sub-rep. distributor(s).  

7.3 Inspections or Audits by Regulatory Authorities, Certifying Body, or Notified Body 

Medline engages all inspections or audits required by a Regulatory Authority, certifying body, or 
Notified Body related to its certifications or as related to specific events 

7.4 US Foreign Corrupt Practices Act (FCPA) Compliance 

Medline represents and warrants that that it has not:  

 Used any corporate funds for any unlawful contribution, gift, entertainment, or other unlawful 
expense relating to political activity or government activity in the Territory;  

 Made any direct or indirect unlawful payment to any foreign or domestic government official 
or employee, to any employee or agent of a private entity with which the Distributor does or 
seeks to do business or to foreign or domestic political parties or campaigns from corporate 
funds;  

 Violated or is in violation of any provision of any applicable law or regulation implementing the 
OECD Convention on Combating Bribery of Foreign Public Officials in International Business 
Transactions, any applicable provision of the FCPA, or any other similar law of the Territory or 
any other jurisdiction in which the Distributor Group operates its business, including, in each 
case, the rules and regulations thereunder; or  

 Taken, is currently taking, or will take any action in furtherance of an offer, payment, gift, 
and/or anything else of value, directly or indirectly, to any person while knowing that all or 
some portion of the money or value will be offered, given, and/or promised to anyone to 
influence a decision to purchase Products from Distributor or on behalf of Distributor.  

Medline has instituted and has maintained, and will continue to maintain, policies and procedures 
reasonably designed to promote and achieve compliance with the laws referred to in above and with 
this representation and warranty.  
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Medline Commitments 
 

Duties Medline Comments 

REGULATORY AND COMPLIANCE 

Establish and maintain a separate Quality 
Assurance department, inclusive of written job 
descriptions describing the required qualifications 
and training requirements needed for each role  

X  

Establish that the Medline Quality department 
maintains oversight over Medline operations X  

CAPA   
Maintain a CAPA program which includes 
requirements for analyzing processes, work 
operations, concessions, quality audit reports, 
quality records, service records, complaints, 
returned product, and other sources of quality 
data to identify existing and potential causes of 
non-conforming product or other quality problems 

X  

Follow applicable ISO standards, regulations, and 
Good Manufacturing Practices (see sec 1.4 for 
detail) 

X  

Maintain responsibility for any submission 
requirements (FDA, Notified Body, Health 
Canada, Government laws) 

X For products where Medline holds this 
regulatory responsibility 

Maintain Technical Files X For products where Medline holds this 
regulatory responsibility 

Recall   
Maintain a process and procedure for Product 
recall investigation, activities, and reporting 

X   

Facilitate required recall actions for any vendor-
owned products X  

Establish registration and medical device listing 
with FDA. X For products where Medline holds this 

regulatory responsibility 

Maintain facility registrations with ISO Notified 
Body. X  

Maintain other Regulatory Requirements, e.g. 
radiation compliance, risk management file 
management 

X  

AUDIT - INTERNAL 

Internal Audit   
Maintain an internal audit program that reviews 
all areas of operation 

X  

Review of Audit reports and execution of any 
response/corrective action required X  
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Duties Medline Comments 

Require internal auditors to be qualified in all 
areas/on all regulations for which they perform 
audits 

X  

AUDIT - EXTERNAL 

Participate in all inspections/audits required to 
maintain certification and regulatory compliance. 
Fulfill any response required 

X 
 

DESIGN CONTROL 

Design Control   
Maintain a design control process and procedure 

X As applicable 

Maintenance and storage of DHFs X As applicable  

Design activities including Risk Management  X As applicable 

Review Design Changes X As applicable 

CHANGE CONTROL / DOCUMENT CONTROL 

Change Control - Maintain processes which 
govern change control, including controlling 
changes to methods, documents, and equipment 
that requires evaluation of need for re-
qualification or re-validation 

X  

Review and approve design or process changes  X  

Assess of changes and impact of changes on 
product or processes for products manufactured 
directly by Medline 

X 
Product identity, safety, stability, regulatory 
status, validation/qualification, and any other 
relevant characteristic. 

Review and approve Device Master Records X As applicable 

Review and approve Supplier Quality System 
documentation X  

Review and approve Batch Records X As applicable 

Document Control - Establish written procedures 
for all areas of operation, including document 
control itself 

X  

Perform periodic review of all controlled 
documents X  

PRODUCT & PROCESS ENVIRONMENT (IF APPLICABLE) 
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Duties Medline Comments 

Manufacture, package, ship, store, and/or test 
the Product and materials in an environment 
meeting the applicable GMP regulations, which is 
designed, constructed, and maintained in a 
manner that: 
a) permits the operation therein to be performed 
under clean, sanitary, and orderly conditions, 
and  
b) prevents the contamination of the Product and 
the addition of extraneous material to the 
Product.  

  
X 

  

Refrain from activity that could adversely affect 
the Product. X  

Environmental Monitoring - Establish and 
maintain a program for environmental monitoring 
including tracking and trending processes. 

X 
 
As applicable 

Design, construct, and maintain buildings and 
facilities used in the manufacture of products to 
facilitate cleaning, maintenance, and operations 
and to ensure orderly placement of equipment 
and materials to prevent mix-ups and 
contamination as appropriate to the type and 
stage of manufacture.  

X As applicable 

Pest Control - Maintain and document an 
adequate pest control program 

X As applicable 

Maintain documented requirements for health, 
cleanliness, and clothing for personnel involved 
in the manufacture of products, where applicable 

X  

PRODUCT RELEASE 

Final Product Test and Product Release X As applicable, per established procedures as 
relevant to products 

LABELING (INCLUDING PACKAGE INSERTS) 

Maintain procedures and processes for the 
management of labels, labeling, and packaging X  

Review and approval of any label/IFU changes 
 
X 

As applicable to products 

NONCONFORMING PRODUCT & OUT OF SPECIFICATION TESTS 

Non-Conforming Material  Maintain appropriate 
procedures for identification, investigation, 
reporting, tracking, trending, and closure of 
deviations.  

X  

Segregation, evaluation, and disposition of non-
conforming product  X As applicable 

Review and approval of concession to use out of 
specification material   X As applicable 

Trending of nonconforming material X  
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Duties Medline Comments 

Rework performed will follow an established 
procedure that describes rationale and 
justification for the rework processes.  

X  

Maintain procedures for investigation of out of 
specification (OOS) results to ensure a uniform 
process is followed that determines why the OOS 
result occurred and which corrective actions are 
required to be implemented 

X  

Quarantine/Hold Procedure is established to 
ensure that product that is not approved or non-
conforming is not made available to the customer 
until proper disposition. 

X  

PRODUCT COMPLAINTS 

Complaints - Maintain process and procedure that 
defines the handling of complaints (including oral 
complaints), complaint investigations (including 
evaluation of reportability and evaluation of 
samples), required communications, and requires 
the implementation of corrective actions where 
indicated 

X As applicable 

Maintained finished device complaint files X As applicable 

Perform complaint trending and escalation of 
trends X As applicable 

Evaluate and submit Adverse Event/MDR/ or 
other mandatory reporting. X Per Medline processes and as applicable 

QUALIFICATION AND TRAINING 

Provide sufficient training to meet requirements 
of all applicable procedures and processes 

X 
 

Require that only persons with the necessary 
awareness, skills, competence, and training shall 
be assigned responsibilities 

X 
 

Provide adequate number of personnel qualified 
by appropriate training and experience to perform 
and supervise the manufacture, testing, 
packaging, and disposition of products. 

X 

 

SUPPLIER QUALITY/PURCHASING CONTROLS 

Maintain a system to ensure that materials or 
products are only purchased from approved 
suppliers 

X Including contract labs and manufacturers 

Production and Process Control for vendor-
manufactured products X 

Medline ensures that any vendor-manufactured 
products are purchased from vendors that have 
been assessed via the established Vendor 
Evaluation Procedure, potentially to include 
audits (as determined via the process 
requirements) 
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Duties Medline Comments 

Maintain written procedures  for qualification 
(including audits when applicable) of Suppliers, 
including those that provide GMP-materials and 
services. 

X 

 

PRODUCTION AND PROCESS CONTROLS 

Sub-contractor validations 

X Medline ensures that any outsourced processes 
that cannot be 100% verified are validated by 
their sub-contractor or have suitable means of 
assuring quality through inspection 
requirements. See Supplier Quality section. 

Production and Process Control for vendor-
manufactured products 

X 
See Supplier Quality section 

Maintain systems to ensure proper identification 
and traceability during handling, storage, and 
distribution (Product Classification dependent) to 
meet relevant requirements 

X 

 As applicable 

Maintain calibration and preventive maintenance 
procedures and schedules for equipment and/or 
instruments used in the manufacture, packaging, 
testing and validation/verification of products  

X 

As applicable 

Implement and document specifications for raw 
materials, packaging materials, Product labeling, 
and processing aids that have the potential to 
impact the quality of products. 

X 

As applicable 

Maintain written procedures for all required in-
process sampling and testing. 

X As applicable 

Maintain process equipment as uniquely 
identified, status tagged and managed with an 
equipment history log or equivalent system.  

X 
As applicable 

Validate/qualify as necessary all critical systems, 
utilities and equipment/instruments used for the 
manufacture and control of Product (Installation 
Qualification (IQ), Operational Qualifications 
(OQ), and/or Performance Qualification (PQ)). 
Maintain records of all validations, including 
protocols and reports 

X 

As applicable 

Maintain a process and records for documentation 
of planned and unplanned deviations 

X  

Maintain a process and records for documentation 
of non-conformance investigations 

X  

Review production data for potential trends, 
including non-conforming product.  
Escalate adverse trends as appropriate and per 
established procedures 

X 

 

Document all required processes and data/results 
contemporaneously 

X  

Maintain shipping records. X  
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Duties Medline Comments 

MEDLINE EQUIPMENT AND FACILITIES 

Maintain facilities of suitable size and construction 
to facilitate cleaning, maintenance, and proper 
operations 

X 
 

Design and maintain manufacturing and storage 
areas to provide adequate lighting, ventilation, 
temperature, sanitation, humidity, space, 
equipment, and security 

X 

 

Maintain a pest control program including 
approved insecticides and areas applied 

X  
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Customer Questionnaire Response 
 
 

Please find below 
comprehensive response to customer surveys. Medline Industries LP. has been a medical supplies 

and solutions provider since 1966 with roots in the industry dating back to 1910. Medline 
Industries, LP currently employs over 43000 employees (~3000 in Quality) worldwide with 

corporate headquarters located in Northfield, IL.   Medline Industries LP. is a MDSAP participant 
and maintains a quality system compliant with applicable FDA regulations, EU-MDR, ISO 

standards, as well as regional requirements.  
Medline Industries, LP. is committed to maintaining a quality system designed to meet its 

certification standards and regulations as well as notify customers of change in accordance with 
those regulations and internal procedures.    Medline Industries, LP. is dedicated to 

environmentally sustainable and ethical business practices. Below you will find applicable 
certifications and our quality questionnaire response. 

 
 

POLICY AND PRACTICES  
a. Do you have established policies and processes in place to ensure responsible and 

ethical management of environmental responsibilities?  
Yes:  

b. Do you have established policies and processes in place to prohibit the introduction of 
Suspect or Illegitimate Drug, Medical Supplies, and Products? 

Yes:  

c. Do you have established policies and processes in place to ensure responsible and 
ethical treatment of employees? 

Yes:  

d. Do you have established policies and processes in place to ensure responsible and 
ethical selection of sourcing suppliers? 

Yes:  

e. Do you have established policies and processes in place to assure HIPAA 
requirements? 

Yes:  

f. Do you have established policies and processes in place to assure data integrity and 
confidential? 

Yes:  

 
SECTION 1 - ORGANIZATION AND PERSONNEL 
a. Is there a separate Quality Assurance department with oversight of operations? Yes:  
b. Are there written job descriptions describing the required qualifications and training 

needed for each job? 
Yes:  

c. Are training requirements for each job specified, including any contract or temporary 
employees? 

Yes:  

d. Is there a new hire/onboarding program established? Yes:  

 

SECTION 2 - FACILITIES 
a. Is the facility of suitable size and construction to facilitate cleaning, maintenance, and 

proper operations? 
Yes:  

b. Are the manufacturing and storage areas designed to provide adequate: Lighting, 
Ventilation, Temperature, Sanitation, Humidity, Space, Equipment, and Security 
conditions? 

Yes:  

c. Is there a written preventative maintenance program for all equipment and critical 
utilities? 

Yes:  

d. Is there a pest control program including approved insecticides and areas applied? Yes:  
 

SECTION 3  EQUIPMENT 
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a. Are manufacturing and lab equipment and critical utilities qualified/validated according 
to written protocols and industry standards? 

Yes:  

b. Is equipment maintained and calibrated according to a preventive maintenance 
schedule? 

Yes:  

c. Is there an adequate system to ensure that unclean instruments, equipment, and 
utensils are not used? 

Yes:  

d. Is there an adequate system for controlling changes to methods, documents, and 
equipment, and requiring evaluation of need for re-qualification or re-validation? 

Yes:  

 

SECTION 4  MATERIALS 
a. Is there a system in-place to ensure that materials are only purchased from approved 

suppliers? 
Yes:  

b. Are manufacturing records maintained that include documentation of  the material, 
equipment and processes used in production? 

Yes:  

c. Are there written procedures for the receipt, testing and release for use of all materials? Yes:  
d. Are incoming material/components quarantined until approved for use? Yes:  
e. Are rejected components, material, and containers quarantined and clearly marked to 

prevent their use? 
Yes:  

f. Is there a segregated area for non-conforming product? Yes:  
g. Is a final inspection performed on the completed product? Yes:  
h. Is there a system for handling non-conforming product materials or test results? Yes:  
i. Is each lot within each shipment of material or components assigned a distinctive code 

so material or component can be traced through manufacturing and distribution? 
 

Yes:  

j. Is there a system in place for inventory control? Yes:  
k. Is there a program to manage licensure and registrations required for distribution? Yes:  

 

SECTION 5 - PRODUCTION 
a. Have procedures been established for the validation of manufacturing processes that 

cannot be fully verified by subsequent inspections? 
Yes:  

b. Are records of validations maintained including protocols and reports? Yes:  

c. Are planned and unplanned deviations documented? Yes:  

d. Is there a procedure for the documentation and investigation of non-conformances? Yes:  

e. Is production data reviewed for potential trends in non-conforming product? Yes:  

f. Are adverse trends addressed and is appropriate management notified? Yes:  

g. Are there adequate procedures in place designed to assure that  correct labels, labeling, 
and packaging are used for product? 

Yes:  

 

SECTION 6 - LABORATORY CONTROLS 
a. Is there a procedure for investigation of out-of-specification (OOS) test results to assure 

that a uniform procedure is followed to determine why the OOS result occurred and that 
corrective actions are implemented? 
 

Yes:  

b. Do your labs including contract labs follow current GMP requirements? Yes:  
c. Is there a written specification on how to qualify contract labs/manufacturers? Yes:  
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SECTION 7 - COMPLAINT HANDLING 
a. Is there a procedure that defines the handling of complaints (including oral complaints), 

complaint investigations, and implementing corrective actions where indicated? 
Yes:  

b. Are complaints evaluated to determine if the complaint represents an event which is 
required to be reported to the applicable regulatory body (i.e. death, serious injury or an 
event that could lead to death or serious injury)? 

Yes:  

c. Are reports of complaints and investigations provided to appropriate parties, including 
management? 

Yes:  

 

SECTION 8 - CHANGE CONTROL 
a. Do you have a Change Control Program? Yes:  

b. Do you have a system to notify customers of changes that may have an impact on 
product/services received? 

Yes:  

 

SECTION 9 - QUALITY PROGRAM 
a. Is there an established Quality Management System (QMS) Yes:  
b. Are there Quality Manual and Quality Policy procedures in place? Yes:  
c. Is Medline subject to periodic audit by Competent Authority? Yes:  
d. Are there written procedures for all areas of the operation? Yes:  
e. Are procedures periodically reviewed and updated as necessary? Yes:  
f. Is there a procedure for document control? Yes:  
g. Is there an internal quality audit program that reviews all areas of the operation to verify 

that procedures and policies are being followed, and to determine effectiveness of the 
quality systems? 

Yes:  

h. Do internal auditors have the necessary training to perform quality audits and do they 
perform audits independent of their work area? 

Yes:  

i. Is there a CAPA procedure in place which includes requirements for analyzing processes, 
work operations, concessions, quality audit reports, quality records, service records, 
complaints, returned product and other sources of quality data to identify  existing and 
potential causes of non-conforming product or other quality problems? 

Yes:  

j. Are there procedures in place describing the Design Control Process and retention of 
Design Control documentation? 

Yes:  

k. Is there a procedure in place for Management Review Yes:  
l. Is there a procedure in place to manage recall? Yes:  
m. Are there procedures in place for environmental monitoring and contamination control, 

including clean rooms/controlled manufacturing space and/or water systems, where 
applicable? 

Yes:  

n. Are there procedures in place for rework/reprocessing? Yes:  
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Medline Industries, LP – Disaster Preparedness Program 

Dear Valued Customer: 

Medline Industries, LP is committed to our customers’ needs in time of crisis. One of our greatest strengths is our network of 

distribution facilities and staffing spread across 40+ locations. Another is our private truck fleet to help control delivery capabilities, 

particularly in an emergency when there is severe competition for transportation resources. In addition, Medline has contractual 

agreements with over 100 transportation providers throughout the country, including the highest-rated same day/emergency 

delivery carriers. Our inventory management system helps us achieve the highest service levels in the healthcare industry. In the 

event of a disaster, the same system can be used to redirect more than $3 billion of inventory into a targeted geography relatively 

quickly. We have developed programs which allow our customers the option of stockpiling inventory on items of their choosing 

without incurring the additional expense. Please let us know if you would like to set something up for your facility. We have 

expanded our production facilities, which are now strategically located across three continents. We also have exclusive partnerships 

with leading suppliers of domestic raw materials.  

Medline is a major contractor with the Department of Defense, the Department of Homeland Security, FEMA, and the CDC National 

Stockpile programs. From our Disaster Response Center in Mundelein, IL, we have repeatedly demonstrated our ability to 

successfully marshal action across our entire network of resources: Product, facilities, trucks, and people. In the event of a pandemic 

or any other major disaster, Medline Industries, LP will work closely with your facility as well as other medical facilities in the area to 

ensure all customer needs are responded to as promptly as possible. In the event of a disaster or other crisis, Medline will activate its 

Emergency Action Plan (EAP). Medline’s Disaster Response Team (DRT) will meet to determine the nature and scope of the event and 

initiate an appropriate response. The DRT will continue to meet twice daily to reassess the situation and redirect resources when and 

where appropriate. The DRT is empowered with the authority to take whatever actions necessary to respond in a manner consistent 

with Medline’s mission, vision and core values. 

If a disaster destroys or renders a Medline facility inoperable, one of three assigned back-up distribution centers will act as a 

temporary distribution center for a designated service area. Within two (2) hours, all orders will be moved to the back-up branch 

until such time as the primary branch can resume operations. MedTrans assets and personnel will be repositioned to provide 

additional support services in areas with the most critical need. As the situation dictates, inventory will be reallocated to the 

appropriate backup distribution center to accommodate the increased demand. Medline will extend its hours of operation in all 

appropriate locations to ensure all customers’ needs are met. Medline has contractual agreements with both LTL (common) carriers 

and same-day express delivery services that will also flex their hours of operation as required. Medline will continue to process 

orders and make deliveries as long as the safety of our employees is not jeopardized and local authorities do not impede service. In 

times of crisis, customer pickups will be available as long as the facility is secure and operational. In the event of a pandemic, other 

restrictions may apply in an effort to protect our employees, our customers, and their needs.  

Ask your Medline sales representative for our Disaster Preparedness and Response Plan including a disaster preparedness checklist, 

developed after years of experience working with customers before, during, and after catastrophic events. Medline’s customer 

service and emergency hotline can be reached from 7 a.m. and 7 p.m. CST at 1-800-MEDLINE. After 7 p.m. CST, call 563-543-0558, or 

contact us for immediate assistance.

Doug Golwas 
Chief Commercial Officer 
Medline Industries, LP 
847-643-4043

Steve Miller  
Chief Operating Officer 
Medline Industries, LP 
440-876-7875
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Disaster Preparedness Checklist 
✓ Identify your needs now. What are the special needs of your patient population? Will that 

population change in the event of a disaster (i.e. more long-term care needs vs. outpatient 
surgery)? What happens when the nursing home around the corner gets shut down or can 
no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-approved or 
“qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical custom 
sterile or non-sterile kit.  

✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a par level of 
commonly ordered items or those most likely needed in responding to a particular disaster. 
Medline has systems in place to block, for review, orders that exceed historical usage for a 
customer, distribution center or geographic region. This mechanism is in place to prevent hording 
during the response phase of any disaster. Stockpiling in preparation of a disaster is encouraged, 
and your Medline rep can help you with programs designed to mitigate the expense of carrying 
additional inventory. Many customers prefer the security of having additional inventory on hand 
but lack the storage space to “stock up.” Medline can help arrange a trailer with supplies of your 
choosing and stage it at your facility. (Account will be responsible for trailer detention and 
appropriate return/restocking fees should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a set of prior 
agreed-upon circumstances unless otherwise notified.  

✓ Make copies! Keep hardcopies of all product formularies and their corresponding par levels, 
emergency orders ready to be placed and standing POs already placed. Be sure others who need 
to know will know where to find them and what needs to be done.  

✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 hours at the 
latest. The closer we get to an impending disaster or a known danger, the more difficult it becomes 
for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure other plans 

don’t get in the way of your own. Are you prepared to handle alternate or flexible delivery times 
(after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your facility. Who 

is the person who will lead your facility’s response? Who is responsible for coordinating with your 
suppliers for supply chain continuity? Your Medline rep will continue to be your primary contact for 
the coordination of all orders, deliveries, backorder relief as well as special needs just as they are 
today. Make sure your rep knows who to contact and how, and if that person isn’t available, who is 
next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. This will 
ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you need is 1-
800-MEDLINE.  
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Medline Industries, Inc. 
Three Lakes Drive 
Northfield, Illinois  60093 

 
1.847.949.5500 
1.800.MEDLINE (633.5463) 

 
 
medline.com 

To support our mission, Medline recognizes the importance of a defined, implemented and tested IT Disaster Recovery (DR) 
and Incident Response (IR) strategy.   
 

Medline’s strategy covers many aspects of disaster recovery, ranging from resiliency measures to disaster time execution plans.    
 

Medline has deployed numerous resiliency measures including: 
 

 Utilizing enterprise class data centers from TierPoint that are geographically dispersed to provide high availability and 
redundancy to Medline and its customers 

 Several replication technologies used in keeping critical data up to date at the DR facility (Storage Area Network based data 
replication, SAP Hana Replication, NAS replication, and Zerto replication technologies). 

 Multi-Gigabit data connection between data centers; supporting data replication needs.  

 Through the use of replication, recovery is much more recent than what is possible with tape or with direct to disk backup 
approaches.   

 Use of Zerto’s real time replication software to automate the recovery of business critical Windows and Linux Servers.  

 Additional daily and weekly disk based backups, with off-site ‘air-gapped’ storage. 

 Use of ‘Enterprise Class’ computer equipment. This includes redundant disks, motherboards, power supplies, etc. 

 Secured, interiorly located data center (no exposure to exterior walls). 

 24x7x365 on-site security guards and datacenter engineers. 

 TierPoint 100% power uptime SLA at both TierPoint datacenters with multiple utility feeds, redundant UPS systems, and 
several backup generators.   

 On-site power generators at the TierPoint data center sites and at all major branch facilities. 

 Mobile IT infrastructure trailer providing ‘on-the-spot’ IT infrastructure support. This is designed to support remote branches 
impacted by local or regional communications outages.  This includes satellite communications, LAN/WAN infrastructure, 
printers, etc. 

 

Medline has also implemented a comprehensive disaster-time execution plan to ensure the timely recovery of key business 
processes. This plan includes: 

 

 Immediate disaster response assessment and communications procedures. 

 Recovery of business critical applications within 12 hours from the point of disaster declaration.   

 IT Infrastructure cutover to the remote Data Center.  This includes data, server and network recovery procedures. 

 Application recovery procedures. 
 

Other key points: 
 

 The data center architecture utilizes server virtualization, data replication, and procedures are designed to provide less than 
12 hours downtime of Medline’s critical systems in the event of catastrophe. 

 Remote data center cutover testing (Infrastructure, Application Recovery + Functional testing) is performed at least once per 
year. 

 Service and maintenance of hardware and infrastructure is performed as per industry standards. 

 Medline has a full time DR team to assure and advance DR architecture and procedures in support of Medline’s current and 
evolving needs. 
  

Medline views disaster recovery as an on-going endeavor and continually reviews, modifies, refines and tests all aspects of our DR 
strategy. 
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Disaster Preparedness and Response Plan 

Medline Industries, LP 2 

PURPOSE AND SCOPE  
Medline Industries, LP is committed to our customers’ needs in time of crisis. Our substantial 
investment in specialized equipment, systems and other resources has allowed us to actively and 
immediately respond to a wide range of disasters over the past years, playing a key or leading 
role for our customers in many of them. This Disaster Preparedness and Response Plan contains 
general, but key, information pertaining to Medline’s readiness, capabilities, and service 
parameters in the event and/or anticipation of a disaster including a pandemic or epidemic. 
Medline maintains a proprietary, internal, detailed plan that is used during activation of the 
Disaster Response Team.  

This Disaster Preparedness and Response Plan provides guidance for customers who are 
developing their own response plan. This information should be used in conjunction with your 
own Internal Supply Chain Team and your Director of Emergency Preparedness, along with any 
of your other internal (Infection Control, Legal, Occupational Health, etc.) and external 
(Governmental, Homeland Security, State Police, Other 3rd Parties, etc.) entities. Medline is 
available to coordinate with these internal and external teams and resources for discussion and 
planning purposes, in addition to working with them in times of disaster.  

A Disaster Preparedness checklist can be found on Page 6 of this document. The checklist was 
developed to help customers prepare for a catastrophic event and includes pre- and post-event 
recommendations.  

There is a Medline Customer Service and Operations Key Contact List on page 7. This list 
identifies individuals within our organization who are dedicated to meeting your needs. Branch 
information on page 8 is included to reassure you that Medline is well positioned to protect 
continuity of service. Combined, this information should help customers partner with Medline 
before, during, and after catastrophic events.  

Medline Operations and Inventory Management encourage you to escalate calls whenever you 
experience a breakdown in communication. Our expert team is dedicated to serving your needs. 
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Medline Capabilities 
Medline’s experience includes leading air and ground efforts to move both supplies and patients 
during hurricanes, middle of the night inventory replenishment for customers who have 
experienced floods and fires, as well as massive efforts to support customers in specific 
geographic regions who were hit by fire, floods, ice storms, tornados and hurricanes. We’ve 
assisted customers in bringing their own facilities back online after catastrophic damage.  

Our greatest strengths include our network of 40+ distribution centers with nearly 26 million 
square feet of storage, thousands of dedicated Team Members, 1,600+ power units in our owned 
fleet, more than $3 billion in domestic inventory, critical disaster response equipment, and our 
detailed internal disaster response plan. This is in addition to strategic contractual agreements 
with third party transportation providers and world class emergency preparedness and response 
partners that we train and work with.  

MedTrans is our private truck fleet, which can provide Medline with complete control over delivery 
capabilities, particularly in an emergency period when there is severe competition for 
transportation resources. In addition to our private fleet, Medline has contractual agreements with 
over 100 transportation providers throughout the country, including the highest- rated, same- 
day/emergency delivery carriers, both ground and air.  

Medline’s inventory management system helps us achieve the highest service levels in the 
Healthcare industry. In the event of a disaster the same system can be used to redirect any 
portion of more than $3 billion of inventory into a targeted geographic area. For the  
Central region, our distribution centers in Jeffersonville, IN; Kansas City, MO; Madison, WI;  
Romulus, MI; Rogers, MN; St. Peters, MO: West Jefferson, OH; and combined with the Grayslake, 
IL distribution center (one of our largest central stocking locations or “Hubs”), offer a logistical 
advantage in times of crisis. As situations occur, inventory is immediately redirected to the areas 
with the most critical need. 

We have also developed programs which allow our customers the option of stockpiling inventory 
on the items of their choosing without incurring the additional expense of self-storage. Please let 
us know if you would like to review this option for your facility.  

We have expanded our production facilities, which are now strategically located across three 
continents. We also have exclusive partnerships with leading suppliers of domestic-branded raw 
materials.  

Medline is a major contractor with the Department of Defense, FEMA and the CDC National 
Stockpile programs.  

From our Disaster Response Centers in Mundelein, IL and Dubuque, IA, we have repeatedly 
demonstrated our ability to successfully marshal action across our entire network of resources:  
products, facilities, trucks, and team members. In the event of a pandemic or other major 
disaster, Medline Industries, LP will work closely with your facility, as well as other medical 
facilities in the area, to ensure all customer needs are responded to as promptly as possible. 
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MEDLINE EMERGENCY ACTION PLAN  
In the event of a disaster or other crisis, Medline will activate its Emergency Action Plan (EAP). 
The Corporate Disaster Response Team (DRT) is preapproved by the Medline Board of Directors 
to take whatever actions and commit whatever resources (financial and operational) are required 
to respond in a manner consistent with Medline’s Mission, Vision, and Core Values.  

Medline’s Disaster Response Team (DRT)  
The DRT will meet to determine the nature and scope of the event and initiate an appropriate 
response. The DRT consists of the Operations Senior Leadership Team, CIO, Sales EVP, 
Operations VPs, VP Inventory Management, Transportation VPs, Director of Customer Service, 
and the Director Operations and Warehouse Manager of affected distribution centers and their 
back-up centers.  
Senior Operations Leaders will lead the DRT and utilize the detailed internal disaster plan for 
the specific disaster and assign action items to each member of the DRT, who will then engage 
all internal and external resources that are part of their response plan. The DRT or members of 
the team will be dispatched to the affected site by air, if it is determined that would be more 
effective.  
The DRT will continue to meet twice daily to reassess the situation and redirect resources when 
and where appropriate. This will include communications discussed below.  
 
Customer Communications  
1. Once the nature and scope of the event is determined, the VP of Operations and the local 

Distribution Center Director will contact Senior Salesperson(s) for the geographical area. 
Please note that Medline Operations sends notifications to Customer Service and Field Sales 
in advance and tracks any disasters that can be anticipated. 

2. The Senior Salesperson and VP Operations will contact customers (contacts and methods of 
communication vary by Customer and Request) to determine short and long-term critical 
needs. 

3. Based on Customer requirements and intensity of event, plans will be developed to ensure the 
requested inventory is delivered as early as possible to ensure continuity of business. All 
members of the DRT will be utilized (Transportation, Inventory Management, IS, Customer 
Service.) Please note that before we even get customer orders (except for Standing 
Emergency Orders which we strongly encourage customers to consider), we have already 
begun redirecting additional inventory to the affected area. 

4. If any portion of the plan changes for any reason, the Medline VP Operations is accountable to 
notify Medline Senior Sales and the customer to discuss cause of change and develop 
alternative actions. Most of these communications occur during the twice daily Internal Medline 
DRT Calls and pre or post calls can also be made to any Customers who so request. 
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In the event that a natural or other disaster destroys or renders a Medline facility inoperable, the 
following procedures are in place to maintain continuity of service: 

1. One of three assigned back-up distribution centers will act as a temporary distribution center 
for a designated service area. Within 2 (two) hours all orders will be moved to the back-up 
branch until such time as the primary branch can resume operations. 

2. MedTrans fleet assets, distribution personnel, and additional third-party transportation assets 
may be repositioned to provide additional transportation and support services in areas with the 
most critical need. 

3. As the situation dictates, inventory will be reallocated to the appropriate back-up distribution 
center to accommodate the increased demand. 

Medline will extend its hours of operation in all appropriate locations to ensure all customers’ 
needs are met. Medline has contractual agreements with both LTL (common) carriers and same-
day express – ground and air delivery services – that will also flex their hours of operation as 
required. 

Medline will continue to process orders and make deliveries as long as the safety of our 
employees is not jeopardized and local authorities do not impede service. Please note that there 
are varying levels of notification from local and state authorities and we monitor a number of web 
sources to help us make these decisions, in addition to contacting the respective agencies from 
our specific call list. We do move our trucks during times that agencies request all traffic to be off 
the roads, if there is an urgent need and after we discuss with the agencies. This need will be 
determined via customer discussions (Customer calls are initiated to Prime Vendor and other 
customers whose deliveries could be more critical) after discerning the anticipated timing of the 
road delay or closure and the customers determination of the criticality of their supply needs. 
This criticality could allow for a delay in delivery, could require a smaller part of an order to be 
expedited using available premium delivery methods or re-routing to other Medline DC’s if 
delivery options are available. Our Customer Communication is preferred via our Customer 
Service Team or Sales Reps, but can also be delivered via email.  

The DRT will provide updates to our Sales and Customer Service Teams twice daily, or any time 
there is a significant change in our service capabilities. These teams will then handle customer 
communications. As noted above, there are customers who may specifically request Medline and 
their DRT to provide direct updates or direct participation in their internal planning, and these will 
be handled as they arise.  

In times of crisis, customer pickups will be available as long as the distribution facility is secure 
and operational. In the event of a pandemic, some other restrictions may apply in an effort to 
protect our employees, our customers, and their needs. 
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Disaster Preparedness Checklist  
✓ Identify your needs now. What are the special needs of your patient population? 

Will that population change in the event of a disaster (i.e. more long-term care 
needs vs. outpatient surgery)? What happens when the nursing home around the 
corner gets shut down or can no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-
approved or “qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical 
custom sterile or non-sterile kit.  

✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a 
par level of commonly ordered items or those most likely needed in responding to a 
particular disaster. Medline has systems in place to block, for review, orders that 
exceed historical usage for a customer, distribution center or geographic region. This 
mechanism is in place to prevent hording during the response phase of any disaster. 
Stockpiling in preparation of a disaster is encouraged, and your Medline rep can help 
you with programs designed to mitigate the expense of carrying additional inventory. 
Many customers prefer the security of having additional inventory on hand but lack the 
storage space to “stock up.” Medline can help arrange a trailer with supplies of your 
choosing and stage it at your facility. (Account will be responsible for trailer detention 
and appropriate return/restocking fees should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a 
set of prior agreed-upon circumstances unless otherwise notified.  

✓ Make copies! Keep hardcopies of all product formularies and their corresponding par 
levels, emergency orders ready to be placed and standing POs already placed. Be 
sure others who need to know will know where to find them and what needs to be 
done.  

✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 
hours at the latest. The closer we get to an impending disaster or a known danger, the 
more difficult it becomes for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure 

other plans don’t get in the way of your own. Are you prepared to handle alternate or 
flexible delivery times (after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your 
facility. Who is the person who will lead your facility’s response? Who is responsible for 
coordinating with your suppliers for supply chain continuity? Your Medline rep will 
continue to be your primary contact for the coordination of all orders, deliveries, 
backorder relief as well as special needs just as they are today. Make sure your rep 
knows who to contact and how, and if that person isn’t available, who is next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. 
This will ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you 
need is 1-800-MEDLINE.  
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Key Contacts 
  

Name Role/Hours Primary 

Customer Service Monday-Friday 
8:00 a.m. – 8:00 p.m. (EST) 

800-633-5463 
563-589-7977 

Customer Service 
Extended Hours 

Monday-Friday 
8:00 a.m. – 8:00 p.m. (EST) & 
24 hours Saturday-Sunday 

563-543-0558 

Steve Miller Chief Operating Officer 440-876-7875 
Brian Bevers SVP Operations 847-708-7676 
Mike Collins SVP Transportation 847-208-5588 
Jeff Brennan VP Transportation 847-372-7352 
Chris Goodenough SVP Distribution Operations 

and Southwest Region 
706-302-5437 

Jim Eveland VP Operations-West 330-421-0058 
Will Ingalls VP Operations-Northeast 224-406-7764 
Paul Niederkorn VP Operations-Southeast and 

Central Regions 
214-762-6385 

Alejandro Arguelles VP Transportation-Third Party 847-757-3209 
Roger Polanco VP Regional Operations-CSC 646-431-0736 
Peter Saviola VP National Field Sales-SCO 815-814-7883 

 

   

Medline Customer Service 
Medline’s customer service department is available 24 hours a day, 365 days a year for assistance 
with emergency orders. 

Customer service representatives have access to all DRT members as well as the most senior 
management of the company. Rest assured these representatives will get you to the right person 
within Medline to handle your special needs during a crisis. 

Often the ability to dial toll-free exchanges is disrupted following a service outage. If you are 
unable to connect with a service representative using the toll-free number, please use the 
secondary (direct exchange number). 
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CENTRAL REGION DISTRIBUTION CENTERS 

 
 

Grayslake, IL – C02 
2020 Cornerstone Pkwy. 

Grayslake, IL 60030 

St. Peters, MO – C37 
5000 Premier Parkway St. 

Peters, MO 92210 

Jeffersonville, IN – C89  

251 Hilton Dr. 
Jeffersonville, IN  47130  

 

Kansas City, MO – B25 
1401 N. Universal Avenue 

Kansas City, MO 64120 

 

West Jefferson, OH – C41 

1040 Enterprise Parkway 
West Jefferson, OH  43162 

Madison, WI – E23  
3835 John Wall Drive  
Madison, WI  53704  

 

 

Rogers, MN – B29 
13115 Brockton Ave 
Rogers, MN 55374 

Romulus, MI – B48 
36445 Van Born Road   
Romulus, MI 48174 
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PURPOSE AND SCOPE  
Medline Industries, LP is committed to our customers’ needs in time of crisis. Our substantial 
investment in specialized equipment, systems and other resources has allowed us to actively 
and immediately respond to a wide range of disasters over the past years, playing a key or 
leading role for our customers in many of them. This Disaster Preparedness and Response Plan 
contains general, but key, information pertaining to Medline’s readiness, capabilities, and 
service parameters in the event and/or anticipation of a disaster including a pandemic or 
epidemic. Medline maintains a proprietary, internal, detailed plan that is used during activation 
of the Disaster Response Team.  

This Disaster Preparedness and Response Plan provides guidance for customers who are 
developing their own response plan. This information should be used in conjunction with your 
own Internal Supply Chain Team and your Director of Emergency Preparedness, along with 
any of your other internal (Infection Control, Legal, Occupational Health, etc.) and external 
(Governmental, Homeland Security, State Police, Other 3rd Parties, etc.) entities. Medline is 
available to coordinate with these internal and external teams and resources for discussion 
and planning purposes, in addition to working with them in times of disaster.  

A Disaster Preparedness checklist can be found on Page 6 of this document. The checklist was 
developed to help customers prepare for a catastrophic event and includes pre- and post-event 
recommendations.  

There is a Medline Customer Service and Operations Key Contact List on page 7. This list 
identifies individuals within our organization who are dedicated to meeting your needs. Branch 
information on page 8 is included to reassure you that Medline is well positioned to protect 
continuity of service. Combined, this information should help customers partner with Medline 
before, during, and after catastrophic events.  

Medline Operations and Inventory Management encourage you to escalate calls whenever you 
experience a breakdown in communication. Our expert team is dedicated to serving your needs.  
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Medline Capabilities  
Medline’s experience includes leading air and ground efforts to move both supplies and 
patients during hurricanes, middle of the night inventory replenishment for customers who have 
experienced floods and fires, as well as massive efforts to support customers in specific 
geographic regions who were hit by fire, floods, ice storms, tornados and hurricanes. We’ve 
assisted customers in bringing their own facilities back online after catastrophic damage.  

Our greatest strengths include our network of 40+ distribution centers with nearly 26 million 
square feet of storage, thousands of dedicated Team Members, 1,600+ power units in our 
owned fleet, $3+ billion in domestic inventory, critical disaster response equipment, and our 
detailed internal disaster response plan. This is in addition to strategic contractual agreements 
with third-party transportation providers and world class emergency preparedness and response 
partners that we train and work with.  

MedTrans is our private truck fleet, which can provide Medline with complete control over 
delivery capabilities, particularly in an emergency period when there is severe competition for 
transportation resources. In addition to our private fleet, Medline has contractual agreements 
with over 100 transportation providers throughout the country, including the highest-rated, 
same-day/emergency delivery carriers, both ground and air.  

Medline’s inventory management system helps us achieve the highest service levels in 
the Healthcare industry. In the event of a disaster the same system can be used to 
redirect any portion of more than $3 billion of inventory into a targeted geographic area. 
For the Northeast Region, our distribution centers in: Brockport, NY; Chester, VA;  
Montgomery, NY; Uxbridge, MA; and West Haven, CT, combined with the Perryville, MD, 
distribution center as the central stocking location or “Hub,” provides our customers with 
a logistical advantage in times of crisis. As situations occur, inventory is immediately 
redirected to the areas with the most critical need.  

We have also developed programs which allow our customers the option of stockpiling inventory 
on items of their choosing without incurring the additional expense of self-storage. Please let us 
know if you would like to review this option for your facility. We have expanded our production 
facilities which are now strategically located across three continents. We also have exclusive 
partnerships with leading suppliers of domestic branded raw materials.  

Medline is a major contractor with the Department of Defense, FEMA and the CDC National 
Stockpile programs.  

From our Disaster Response Centers in Mundelein, IL, and Dubuque, IA, we have repeatedly 
demonstrated our ability to successfully marshal action across our entire network of 
resources: Products, facilities, trucks, and Team Members. In the event of a pandemic or other 
major disaster, Medline Industries, LP will work closely with your facility, as well as other 
medical facilities in the area, to ensure all customer needs are responded to as promptly as 
possible.  
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MEDLINE EMERGENCY ACTION PLAN  
In the event of a disaster or other crisis, Medline will activate its Emergency Action Plan (EAP). 
The Corporate Disaster Response Team (DRT) is preapproved by the Medline Board of 
Directors to take whatever actions and commit whatever resources (financial and operational) 
are required to respond in a manner consistent with Medline’s Mission, Vision, and Core Values.  

Medline’s Disaster Response Team (DRT)  
The DRT will meet to determine the nature and scope of the event and initiate an appropriate 
response. The DRT consists of the following: Operations Senior Leadership Team, CIO, Sales 
EVP, VP Operations, VP Inventory Management, VP Transportation, Director of Customer 
Service, and the Director Operations and Warehouse Manager of affected, distribution centers 
and their back-up centers.  

Operations Senior Leadership will lead the DRT and utilize the detailed internal disaster plan for 
the specific disaster and assign action items to each member of the DRT, who will then engage 
all internal and external resources that are part of their response plan. The DRT or members of 
the team will be dispatched to the affected site by air, if it is determined that would be more 
effective.  

The DRT will continue to meet twice daily to reassess the situation and redirect resources 
when and where appropriate. This will include communications discussed below.  
Customer Communications  
1. Once the nature and scope of the event is determined, the VP of Operations and the local 

Distribution Center Director will contact Senior Sales representatives(s) for the 
geographical area. Please note that Medline Operations sends notifications to Customer 
Service and Field Sales in advance and tracks any disasters that can be anticipated.  

2. The Senior Sales rep and VP Operations will contact customers (contacts and methods of 
communication vary by Customer and Request) to determine short and long term critical 
needs.  

3. Based on customer requirements and intensity of event, plans will be developed to ensure 
the requested inventory is delivered as early as possible to ensure continuity of business. 
All members of the DRT will be utilized (Transportation, Inventory Management, IS, 
Customer Service.) Please note that before we even get customer orders (except for 
Standing Emergency Orders which we strongly encourage customers to consider), we 
have already begun redirecting additional inventory to the affected area.  

4. If any portion of the plan changes for any reason, the Medline VP Operations is 
accountable to notify Medline Senior Sales and the customer to discuss cause of change 
and develop alternative actions. Most of these communications occur during the twice daily 
Internal Medline DRT Calls and pre or post calls can also be made to any customers who 
so request.  
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In the event that a natural or other disaster destroys or renders a Medline facility inoperable, the 
following procedures are in place to maintain continuity of service:  

1. One of three assigned back-up distribution centers will act as a temporary distribution center 
for a designated service area. Within 2 (two) hours all orders will be moved to the back-up 
branch until such time as the primary branch can resume operations.  

2. MedTrans fleet assets, distribution personnel, and additional third-party transportation assets 
may be repositioned to provide additional transportation and support services in areas with 
the most critical need.  

3. As the situation dictates, inventory will be reallocated to the appropriate back-up distribution 
center to accommodate the increased demand.  

Medline will extend its hours of operation in all appropriate locations to ensure all customers’ 
needs are met. Medline has contractual agreements with both LTL (common) carriers and 
same-day express – ground and air delivery services – that will also flex their hours of 
operation as required.  

Medline will continue to process orders and make deliveries as long as the safety of our 
employees is not jeopardized, and local authorities do not impede service. Please note that 
there are varying levels of notification from local and state authorities, and we monitor a 
number of web sources to help us make these decisions, in addition to contacting the 
respective agencies from our specific call list. We do move our trucks during times that 
agencies request all traffic to be off the roads, if there is an urgent need and after we discuss 
with the agencies. This need will be determined via customer discussions. Customer calls are 
initiated to Prime Vendor and other customers whose deliveries could be more critical after 
discerning the anticipated timing of the road delay or closure and the customers determination 
of the criticality of their supply needs. This criticality could allow for a delay in delivery, could 
require a smaller part of an order to be expedited using available premium delivery methods or 
re-routing to other Medline DCs if delivery options are available. Our Customer Communication 
is preferred via our Customer Service Team or Sales Reps, but can also be delivered via email.  

The DRT will provide updates to our Sales and Customer Service Teams twice daily, or any time 
there is a significant change in our service capabilities. These teams will then handle customer 
communications. As noted above, there are customers who may specifically request Medline 
and their DRT to provide direct updates or direct participation in their internal planning, and 
these will be handled as they arise.  

In times of crisis, customer pickups will be available as long as the distribution facility is 
secure and operational. In the event of a pandemic, some other restrictions may apply in an 
effort to protect our employees, our customers, and their needs.  
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Disaster Preparedness Checklist  
✓ Identify your needs now. What are the special needs of your patient population? Will 

that population change in the event of a disaster (i.e. more long-term care needs vs. 
outpatient surgery)? What happens when the nursing home around the corner gets 
shut down or can no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-
approved or “qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical 
custom sterile or non-sterile kit.  

✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a 
par level of commonly ordered items or those most likely needed in responding to a 
particular disaster. Medline has systems in place to block, for review, orders that exceed 
historical usage for a customer, distribution center or geographic region. This mechanism 
is in place to prevent hording during the response phase of any disaster. Stockpiling in 
preparation of a disaster is encouraged, and your Medline rep can help you with 
programs designed to mitigate the expense of carrying additional inventory. Many 
customers prefer the security of having additional inventory on hand but lack the storage 
space to “stock up.” Medline can help arrange a trailer with supplies of your choosing and 
stage it at your facility. (Account will be responsible for trailer detention and appropriate 
return/restocking fees should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a set 
of prior agreed-upon circumstances unless otherwise notified.  

✓ Make copies! Keep hardcopies of all product formularies and their corresponding par 
levels, emergency orders ready to be placed and standing POs already placed. Be sure 
others who need to know will know where to find them and what needs to be done.  

✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 hours 
at the latest. The closer we get to an impending disaster or a known danger, the more 
difficult it becomes for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure 

other plans don’t get in the way of your own. Are you prepared to handle alternate or 
flexible delivery times (after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your 
facility. Who is the person who will lead your facility’s response? Who is responsible for 
coordinating with your suppliers for supply chain continuity? Your Medline rep will continue 
to be your primary contact for the coordination of all orders, deliveries, backorder relief as 
well as special needs just as they are today. Make sure your rep knows who to contact and 
how, and if that person isn’t available, who is next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. This 
will ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you 
need is 1-800-MEDLINE.  
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Key Contacts  
 

Name Role/Hours Primary 
Customer Service Monday-Friday 

8:00 a.m. – 8:00 p.m. (EST) 
800-633-5463 
563-589-7977 

Customer Service 
Extended Hours 

Monday-Friday 
8:00 a.m. – 8:00 p.m. (EST) & 
24 hours Saturday-Sunday 

563-543-0558 

Steve Miller Chief Operating Officer 440-876-7875 
Brian Bevers SVP Operations 847-708-7676 
Mike Collins SVP Transportation 847-208-5588 
Jeff Brennan VP Transportation 847-372-7352 
Chris Goodenough SVP Distribution Operations 

and Southwest Region 
706-302-5437 

Jim Eveland VP Operations-West 330-421-0058 
Will Ingalls VP Operations-Northeast 224-406-7764 
Paul Niederkorn VP Operations-Southeast and 

Central Regions 
214-762-6385 

Alejandro Arguelles VP Transportation-Third Party 847-757-3209 
Roger Polanco VP Regional Operations-CSC 646-431-0736 
Peter Saviola VP National Field Sales-SCO 815-814-7883   
  
Medline Customer Service  
Medline’s customer service department is available 24 hours a day, 365 days a year for 
assistance with emergency orders.  

Customer service representatives have access to all DRT members as well as the most senior 
management of the company. Rest assured these representatives will get you to the right 
person within Medline to handle your special needs during a crisis.  

Often the ability to dial toll-free exchanges is disrupted following a service outage. If you are 
unable to connect with a service representative using the toll-free number, please use the 
secondary (direct exchange number).  
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NORTHEAST REGION DISTRIBUTION CENTERS  
  

 
  
    
 Perryville, MD – C47  Uxbridge, MA – C40   
 239 Belvidere Road  81 Campbell Drive  
 Perryville, MD 21903  Uxbridge, MA 01569  

    
 Chester, VA – B30  Montgomery, NY – C54  
 1900 Meadowville Technology Pkwy.   494 State Route 416  
 Chester, VA 23836  Montgomery, NY 12549  

    
 Brockport, NY – B36  West Haven, CT – E22  
 1989 Transit Way  600 Derby Avenue  
 Brockport, NY 1442  West Haven, CT 06516  
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PURPOSE AND SCOPE  
Medline Industries, LP. is committed to our customers’ needs in time of crisis. Our substantial 
investment in specialized equipment, systems and other resources has allowed us to actively 
and immediately respond to a wide range of disasters over the past years, playing a key or 
leading role for our customers in many of them. This Disaster Preparedness and Response 
Plan contains general, but key, information pertaining to Medline’s readiness, capabilities, and 
service parameters in the event and/or anticipation of a disaster including a pandemic or 
epidemic. Medline maintains a proprietary, internal, detailed plan that is used during activation 
of the Disaster Response Team.  

This Disaster Preparedness and Response Plan provides guidance for customers who are 
developing their own response plan. This information should be used in conjunction with your 
own Internal Supply Chain Team and your Director of Emergency Preparedness, along with 
any of your other internal (Infection Control, Legal, Occupational Health, etc.) and external 
(Governmental, Homeland Security, State Police, Other 3rd Parties, etc.) entities. Medline is 
available to coordinate with these internal and external teams and resources for discussion 
and planning purposes, in addition to working with them in times of disaster.  

A Disaster Preparedness checklist can be found on Page 6 of this document. The checklist was 
developed to help customers prepare for a catastrophic event and includes pre- and post-event 
recommendations.  

There is a Medline Customer Service and Operations Key Contact List on page 7. This list 
identifies individuals within our organization who are dedicated to meeting your needs. Branch 
information on page 8 is included to reassure you that Medline is well positioned to protect 
continuity of service. Combined, this information should help your customer partner with 
Medline before, during, and after catastrophic events.  

Medline Operations and Inventory Management encourage you to escalate calls whenever you 
experience a breakdown in communication. Our expert team is dedicated to serving your 
needs. 
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Medline Capabilities  
Medline’s experience includes leading air and ground efforts to move both supplies and 
patients during major hurricanes, middle of the night inventory replenishment for customers 
who have experienced floods and fires, as well as efforts to support customers in specific 
geographic regions who were hit by fire, floods, ice storms, tornados and hurricanes. We’ve 
assisted customers in bringing their own facilities back online after catastrophic damage.  

Our greatest strengths include our network of 40+ distribution centers with nearly 26 million 
square feet of storage, thousands of dedicated Team Members, 1,600+ power units in our 
owned fleet, $3+ billion in domestic inventory, critical disaster response equipment, and our 
detailed internal disaster response plan. This is in addition to strategic contractual agreements 
with third party transportation providers and world class emergency preparedness and 
response partners that we train and work with.  

MedTrans is our private truck fleet, which can provide Medline with complete control over 
delivery capabilities, particularly in an emergency period when there is severe competition 
for transportation resources. In addition to our private fleet, Medline has contractual 
agreements with over 100 transportation providers throughout the country, including the 
highest-rated, same-day/emergency delivery carriers, both ground and air.  

Medline’s inventory management system helps us achieve the highest service levels in the 
Healthcare industry. In the event of a disaster the same system can be used to redirect any 
portion of more than $3 billion of inventory into a targeted geographic area. For the Southeast, 
our distribution centers in Auburndale, FL; Medley, FL; Prattville, AR; Southaven, MS; Mt. Juliet, 
TN; and Mebane, NC; combined with the McDonough, GA distribution center (one of our 
largest central stocking locations or “Hubs”), as well as our distribution center in Puerto Rico, 
offer a logistical advantage in times of crisis. As situations occur, inventory is immediately 
redirected to the areas with the most critical need.  

We have also developed programs which allow our customers the option of stockpiling 
inventory on items of their choosing without incurring the additional expense of self-storage. 
Please let us know if you would like to review this option for your facility.  

We have expanded our production facilities which are now strategically located across three 
continents. We also have exclusive partnerships with leading suppliers of domestic branded raw 
materials. Medline is a major contractor with the Department of Defense, FEMA and the CDC 
National Stockpile programs.  

From our Disaster Response Centers in Mundelein, IL, and Dubuque, IA, we have repeatedly 
demonstrated our ability to successfully marshal action across our entire network of 
resources: Products, facilities, trucks, and Team Members. In the event of a pandemic or 
other major disaster, Medline Industries, LP will work closely with your facility, as well as other 
medical facilities in the area, to ensure all customer needs are responded to as promptly as 
possible.  
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MEDLINE EMERGENCY ACTION PLAN  
In the event of a disaster or other crisis, Medline will activate its Emergency Action Plan (EAP). 
The Corporate Disaster Response Team (DRT) is preapproved by the Medline Board of 
Directors to take whatever actions and commit whatever resources (financial and operational) 
are required to respond in a manner consistent with Medline’s Mission, Vision, and Core 
Values.  

Medline’s Disaster Response Team  
The DRT will meet to determine the nature and scope of the event and initiate an appropriate 
response. The DRT consists of the Operations Senior Leadership Team, CIO, Sales EVP, 
Operations VPs, VP Inventory Management, Transportation VPs, Director of Customer Service, 
and the Director Operations and Warehouse Manager of affected distribution centers and their 
back-up centers.  

Senior Operations Leaders will lead the DRT and utilize the detailed internal disaster plan for the 
specific disaster and assign action items to each member of the DRT, who will then engage all 
internal and external resources that are part of their response plan. The DRT or members of the 
team will be dispatched to the affected site by air, if it is determined that would be more effective.  

The DRT will continue to meet twice daily to reassess the situation and redirect resources 
when and where appropriate. This will include communications discussed below.  
Customer Communications  
1. Once the nature and scope of the event is determined, the VP of Operations and the local 

Distribution Center Director will contact Senior Sales representative (s) for the 
geographical area. Please note that Medline Operations sends notifications to Customer 
Service and Field Sales in advance and tracks any disasters that can be anticipated.  

2. The Senior Sales rep and VP Operations will contact customers (contacts and methods of 
communication vary by Customer and Request) to determine short and long term critical 
needs.  

3. Based on Customer requirements and intensity of event, plans will be developed to 
ensure the requested inventory is delivered as early as possible to ensure continuity of 
business. All members of the DRT will be utilized (Transportation, Inventory Management, 
IS, Customer Service.) Please note that before we even get customer orders (except for 
Standing Emergency Orders which we strongly encourage customers to consider), we 
have already begun redirecting additional inventory to the affected area.  

4. If any portion of the plan changes for any reason, the Medline VP Operations is 
accountable to notify Medline Senior Sales and the customer to discuss cause of change 
and develop alternative actions. Most of these communications occur during the twice 
daily Internal Medline DRT Calls and pre or post calls can also be made to any customers 
who so request.  
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In the event that a natural or other disaster destroys or renders a Medline facility inoperable, the 
following procedures are in place to maintain continuity of service:  

1. One of three assigned back-up distribution centers will act as a temporary distribution center 
for a designated service area. Within 2 (two) hours all orders will be moved to the back-up 
branch until such time as the primary branch can resume operations.  

2. MedTrans fleet assets, distribution personnel, and additional third-party transportation 
assets may be repositioned to provide additional transportation and support services in 
areas with the most critical need.  

3. As the situation dictates, inventory will be reallocated to the appropriate back-up distribution 
center to accommodate the increased demand.  

Medline will extend its hours of operation in all appropriate locations to ensure all customers’ 
needs are met. Medline has contractual agreements with both LTL (common) carriers and 
same-day express – ground and air delivery services – that will also flex their hours of 
operation as required.  

Medline will continue to process orders and make deliveries as long as the safety of our 
employees is not jeopardized and local authorities do not impede service. Please note that 
there are varying levels of notification from local and state authorities, and we monitor a 
number of web sources to help us make these decisions, in addition to contacting the 
respective agencies from our specific call list. We do move our trucks during times that 
agencies request all traffic to be off the roads, if there is an urgent need and after we discuss 
with the agencies. This need will be determined via customer discussions. Customer calls are 
initiated to Prime Vendor and other customers whose deliveries could be more critical after 
discerning the anticipated timing of the road delay or closure and the customers determination 
of the criticality of their supply needs. This criticality could allow for a delay in delivery, could 
require a smaller part of an order to be expedited using available premium delivery methods or 
re-routing to other Medline DC’s if delivery options are available. Our Customer 
Communication is preferred via our Customer Service Team or sales reps, but can also be 
delivered via email.  

The DRT will provide updates to our Sales and Customer Service Teams twice daily, or any 
time there is a significant change in our service capabilities. These teams will then handle 
customer communications. As noted above, there are customers who may specifically request 
Medline and their DRT to provide direct updates or direct participation in their internal planning, 
and these will be handled as they arise.  

In times of crisis, customer pickups will be available as long as the distribution facility is 
secure and operational. In the event of a pandemic, some other restrictions may apply in an 
effort to protect our employees, our customers, and their needs.  
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Disaster Preparedness Checklist  
✓ Identify your needs now. What are the special needs of your patient population? 

Will that population change in the event of a disaster (i.e. more long-term care 
needs vs. outpatient surgery)? What happens when the nursing home around the 
corner gets shut down or can no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-
approved or “qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical 
custom sterile or non-sterile kit.  

✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a 
par level of commonly ordered items or those most likely needed in responding to a 
particular disaster. Medline has systems in place to block, for review, orders that exceed 
historical usage for a customer, distribution center or geographic region. This 
mechanism is in place to prevent hording during the response phase of any disaster. 
Stockpiling in preparation of a disaster is encouraged, and your Medline rep can help 
you with programs designed to mitigate the expense of carrying additional inventory. 
Many customers prefer the security of having additional inventory on hand but lack the 
storage space to “stock up.” Medline can help arrange a trailer with supplies of your 
choosing and stage it at your facility. (Account will be responsible for trailer detention 
and appropriate return/restocking fees should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a 
set of prior agreed-upon circumstances unless otherwise notified.  

✓ Make copies! Keep hardcopies of all product formularies and their corresponding par 
levels, emergency orders ready to be placed and standing POs already placed. Be sure 
others who need to know will know where to find them and what needs to be done.  

✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 hours 
at the latest. The closer we get to an impending disaster or a known danger, the more 
difficult it becomes for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure 

other plans don’t get in the way of your own. Are you prepared to handle alternate or 
flexible delivery times (after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your 
facility. Who is the person who will lead your facility’s response? Who is responsible for 
coordinating with your suppliers for supply chain continuity? Your Medline rep will continue 
to be your primary contact for the coordination of all orders, deliveries, backorder relief as 
well as special needs just as they are today. Make sure your rep knows who to contact and 
how, and if that person isn’t available, who is next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. 
This will ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you 
need is 1-800-MEDLINE.  
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Key Contacts  
Name Role/Hours Primary 
Customer Service Monday-Friday 

8:00 a.m. – 8:00 p.m. (EST) 
800-633-5463 
563-589-7977 

Customer Service 
Extended Hours 

Monday-Friday 
8:00 a.m. – 8:00 p.m. (EST) & 
24 hours Saturday-Sunday 

563-543-0558 

Steve Miller Chief Operating Officer 440-876-7875 
Brian Bevers SVP Operations 847-708-7676 
Mike Collins SVP Transportation 847-208-5588 
Jeff Brennan VP Transportation 847-372-7352 
Chris Goodenough SVP Distribution Operations 

and Southwest Region 
706-302-5437 

Jim Eveland VP Operations-West 330-421-0058 
Will Ingalls VP Operations-Northeast 224-406-7764 
Paul Niederkorn VP Operations-Southeast and 

Central Regions 
214-762-6385 

Alejandro Arguelles VP Transportation-Third Party 847-757-3209 
Roger Polanco VP Regional Operations-CSC 646-431-0736 
Peter Saviola VP National Field Sales-SCO 815-814-7883 

 
Medline Customer Service  
Medline’s customer service department is available 24 hours a day, 365 days a year for 
assistance with emergency orders.  

Customer service representatives have access to all DRT members as well as the most senior 
management of the company. Rest assured these representatives will get you to the right 
person within Medline to handle your special needs during a crisis.  

Often the ability to dial toll-free exchanges is disrupted following a service outage. If you 
are unable to connect with a service representative using the toll-free number, please use 
the secondary (direct exchange number).  
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 - 

 
   

McDonough, GA – C03  
1500 Medline Drive  
McDonough, GA 30253  

  

Auburndale, FL – C05  

1062 Old Dixie Highway  
Auburndale, FL 33823  

Medley, FL – B22  

9670 NW 112th Ave.  
Medley, FL 33178  

Prattville, AL – B28  

735 County Road 4 East 
Prattville, AL 36067  

  

Mebane, NC – C57  

5511 W. Ten Road  
Mebane, NC 27302  

Southaven, MS – C42  

3446 Highway 51 N  
Southaven, MS 38671  

Mount Juliet, TN – B51  

60 Athlete’s Way  
Mount Juliet, TN 37122  

  Catano, PR – E14  

KM 2.0 Building #3  
Catano, PR 00962  

 

E14 
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Medline Industries, LP 2 

PURPOSE AND SCOPE  
Medline Industries, LP is committed to our customers’ needs in time of crisis. Our substantial 
investment in specialized equipment, systems and other resources has allowed us to actively and 
immediately respond to a wide range of disasters over the past years, playing a key or leading role for 
our customers in many of them. This Disaster Preparedness and Response Plan contains general, but 
key, information pertaining to Medline’s readiness, capabilities, and service parameters in the event 
and/or anticipation of a disaster including a pandemic or epidemic. Medline maintains a proprietary, 
internal, detailed plan that is used during activation of the Disaster Response Team.  

This Disaster Preparedness and Response Plan provides guidance for customers who are developing 
their own response plan. This information should be used in conjunction with your own Internal 
Supply Chain Team and your Director of Emergency Preparedness, along with any of your other 
internal (Infection Control, Legal, Occupational Health, etc.) and external (Governmental, Homeland 
Security, State Police, Other 3rd Parties, etc.) entities. Medline is available to coordinate with these 
internal and external teams and resources for discussion and planning purposes, in addition to 
working with them in times of disaster.  

A Disaster Preparedness checklist can be found on Page 6 of this document. The checklist was 
developed to help customers prepare for a catastrophic event and includes pre- and post-event 
recommendations.  

There is a Medline Customer Service and Operations Key Contact List on page 7. This list identifies 
individuals within our organization who are dedicated to meeting your needs. Branch information on 
page 8 is included to reassure you that Medline is well positioned to protect continuity of service. 
Combined, this information should help customers partner with Medline before, during, and after 
catastrophic events.  

Medline Operations and Inventory Management encourage you to escalate calls whenever you 
experience a breakdown in communication. Our expert team is dedicated to serving your needs. 
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Medline Capabilities 
Medline’s experience includes leading air and ground efforts to move both supplies and patients 
during hurricanes, middle of the night inventory replenishment for customers who have experienced 
floods and fires, as well as massive efforts to support customers in specific geographic regions who 
were hit by fire, floods, ice storms, tornados and hurricanes. We’ve assisted customers in bringing 
their own facilities back online after catastrophic damage. Our greatest strengths include our network 
of 40+ distribution centers with nearly 26 million SF of storage, thousands of dedicated Team 
Members, 1,600+ power units in our owned fleet, more than $3 billion in domestic inventory, critical 
disaster response equipment, and our detailed internal disaster response plan. This is in addition to 
strategic contractual agreements with third-party transportation providers and world class emergency 
preparedness and response partners that we train and work with.  

MedTrans is our private truck fleet, which can provide Medline with complete control over delivery 
capabilities, particularly in an emergency period when there is severe competition for transportation 
resources. In addition to our private fleet, Medline has contractual agreements with over 100 
transportation providers throughout the country, including the highest- rated, same- day/emergency 
delivery carriers, both ground and air.  

Medline’s inventory management system helps us achieve the highest service levels in the healthcare 
industry. In the event of a disaster, the same system can be used to redirect any portion of more than 
$3 billion of inventory into a targeted geographic area. For the Southwest, our distribution centers in 
Aurora, CO; Oklahoma City, OK; Maumelle, AR; Katy, TX; Tolleson, AZ; and Hammond, LA; combined 
with the Wilmer, TX distribution center (one of our largest central stocking locations or “Hubs”), offer a 
logistical advantage in times of crisis. As situations occur, inventory is immediately re-directed to the 
areas with the most critical need.  

We have also developed programs which allow our customers the option of stockpiling inventory on 
items of their choosing without incurring the additional expense of self- storage. Please let us know if 
you would like to review this option for your facility.  

We have expanded our production facilities which are now strategically located across three continents. 
We also have exclusive partnerships with leading suppliers of domestic branded raw materials.  

Medline is a major contractor with the Department of Defense, FEMA and the CDC National Stockpile 
programs.  

From our Disaster Response Centers in Mundelein, IL and Dubuque, IA, we have repeatedly 
demonstrated our ability to successfully marshal action across our entire network of resources:  
products, facilities, trucks, and team members. In the event of a pandemic or other major disaster, 
Medline Industries, LP will work closely with your facility, as well as other medical facilities in the 
area, to ensure all customer needs are responded to as promptly as possible. 
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MEDLINE EMERGENCY ACTION PLAN  
In the event of a disaster or other crisis, Medline will activate its Emergency Action Plan or EAP. The 
Corporate Disaster Response Team (DRT) is preapproved by the Medline Board of Directors to take 
whatever actions and commit whatever resources (financial and operational) are required to respond in 
a manner consistent with Medline’s Mission, Vision, and Core Values.  

Medline’s Disaster Response Team (DRT)  

The DRT will meet to determine the nature and scope of the event and initiate an appropriate 
response. The DRT consists of the Operations Senior Leadership Team, CIO, Sales EVP, Operations 
VPs, VP Inventory Management, Transportation VPs, Director of Customer Service, and the Director 
Operations and Warehouse Manager of affected distribution centers and their back-up centers.  

Senior Operations Leaders will lead the DRT and utilize the detailed internal disaster plan for the 
specific disaster and assign action items to each member of the DRT, who will then engage all 
internal and external resources that are part of their response plan. The DRT or members of the 
team will be dispatched to the affected site by air, if it is determined that would be more effective.  

The DRT will continue to meet twice daily to reassess the situation and redirect resources when 
and where appropriate. This will include communications discussed below.  

Customer Communications  

1. Once the nature and scope of the event is determined, the VP of Operations and the local 
Distribution Center Director will contact Senior Salesperson(s) for the geographical area. Please 
note that Medline Operations sends notifications to Customer Service and Field Sales in advance 
and tracks any disasters that can be anticipated. 

2. The Senior Salesperson and VP Operations will contact customers (contacts and methods of 
communication vary by Customer and Request) to determine short and long-term critical needs. 

3. Based on Customer requirements and intensity of event, plans will be developed to ensure the 
requested inventory is delivered as early as possible to ensure continuity of business. All members 
of the DRT will be utilized (Transportation, Inventory Management, IS, Customer Service.) Please 
note that before we even get customer orders (except for Standing Emergency Orders which we 
strongly encourage customers to consider), we have already begun redirecting additional inventory 
to the affected area. 

4. If any portion of the plan changes for any reason, the Medline VP Operations is accountable to 
notify Medline Senior Sales and the customer to discuss cause of change and develop alternative 
actions. Most of these communications occur during the twice daily Internal Medline DRT Calls and 
pre or post calls can also be made to any Customers who so request. 
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In the event that a natural or other disaster destroys or renders a Medline facility inoperable, the 
following procedures are in place to maintain continuity of service: 

1. One of three assigned back-up distribution centers will act as a temporary distribution center for a 
designated service area. Within 2 (two) hours all orders will be moved to the back-up branch until 
such time as the primary branch can resume operations. 

2. MedTrans fleet assets, distribution personnel, and additional third party transportation assets may 
be repositioned to provide additional transportation and support services in areas with the most 
critical need. 

3. As the situation dictates, inventory will be reallocated to the appropriate back-up distribution 
center to accommodate the increased demand. 

Medline will extend its hours of operation in all appropriate locations to ensure all customers’ needs are 
met. Medline has contractual agreements with both LTL (common) carriers and  same-day express – 
ground and air delivery services – that will also flex their hours of operation as required. 

Medline will continue to process orders and make deliveries as long as the safety of our employees is 
not jeopardized and local authorities do not impede service. Please note that there are varying levels 
of notification from local and state authorities and we monitor a number of web sources to help us 
make these decisions, in addition to contacting the respective agencies from our specific call list. We 
do move our trucks during times that agencies request all traffic to be off the roads, if there is an 
urgent need and after we discuss with the agencies. This need will be determined via customer 
discussions (Customer calls are initiated to Prime Vendor and other customers whose deliveries could 
be more critical) after discerning the anticipated timing of the road delay or closure and the 
customers determination of the criticality of their supply needs. This criticality could allow for a delay 
in delivery, could require a smaller part of an order to be expedited using available premium delivery 
methods or re-routing to other Medline DC’s if delivery options are available. Our Customer 
Communication is preferred via our Customer Service Team or Sales reps, but can also be delivered 
via email.  

The DRT will provide updates to our Sales and Customer Service Teams twice daily, or any time there is 
a significant change in our service capabilities. These teams will then handle customer communications. 
As noted above, there are customers who may specifically request Medline and their DRT to provide 
direct updates or direct participation in their internal planning, and these will be handled as they arise.  

In times of crisis, customer pickups will be available as long as the distribution facility is secure and 
operational. In the event of a pandemic, some other restrictions may apply in an effort to protect our 
employees, our customers, and their needs. 
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Disaster Preparedness Checklist  
✓ Identify your needs now. What are the special needs of your patient population? Will 

that population change in the event of a disaster (i.e. more long-term care needs vs. 
outpatient surgery)? What happens when the nursing home around the corner gets 

shut down or can no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-
approved or “qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical 

custom sterile or non-sterile kit.  
✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a par 

level of commonly ordered items or those most likely needed in responding to a particular 
disaster. Medline has systems in place to block, for review, orders that exceed historical 

usage for a customer, distribution center or geographic region. This mechanism is in place 

to prevent hording during the response phase of any disaster. Stockpiling in preparation of 
a disaster is encouraged, and your Medline rep can help you with programs designed to 

mitigate the expense of carrying additional inventory. Many customers prefer the security 

of having additional inventory on hand but lack the storage space to “stock up.” Medline 
can help arrange a trailer with supplies of your choosing and stage it at your facility. 

(Account will be responsible for trailer detention and appropriate return/restocking fees 
should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a set of 

prior agreed-upon circumstances unless otherwise notified.  
✓ Make copies! Keep hardcopies of all product formularies and their corresponding par 

levels, emergency orders ready to be placed and standing POs already placed. Be sure 

others who need to know will know where to find them and what needs to be done.  
✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 hours at 

the latest. The closer we get to an impending disaster or a known danger, the more difficult it 
becomes for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure other 

plans don’t get in the way of your own. Are you prepared to handle alternate or flexible 
delivery times (after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your 

facility. Who is the person who will lead your facility’s response? Who is responsible for 
coordinating with your suppliers for supply chain continuity? Your Medline rep will continue 

to be your primary contact for the coordination of all orders, deliveries, backorder relief as 

well as special needs just as they are today. Make sure your rep knows who to contact and 
how, and if that person isn’t available, who is next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. This 
will ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you 

need is 1-800-MEDLINE.  
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Key Contacts 
  
Name Role/Hours Primary 
Customer Service Monday-Friday 

8:00 a.m. – 8:00 p.m. (EST) 
800-633-5463 
563-589-7977 

Customer Service 
Extended Hours 

Monday-Friday 
8:00 a.m. – 8:00 p.m. (EST) & 
24 hours Saturday-Sunday 

563-543-0558 

Steve Miller Chief Operating Officer 440-876-7875 
Brian Bevers SVP Operations 847-708-7676 
Mike Collins SVP Transportation 847-208-5588 
Jeff Brennan VP Transportation 847-372-7352 
Chris Goodenough SVP Distribution Operations 

and Southwest Region 
706-302-5437 

Jim Eveland VP Operations-West 330-421-0058 
Will Ingalls VP Operations-Northeast 224-406-7764 
Paul Niederkorn VP Operations-Southeast and 

Central Regions 
214-762-6385 

Alejandro Arguelles VP Transportation-Third Party 847-757-3209 
Roger Polanco VP Regional Operations-CSC 646-431-0736 
Peter Saviola VP National Field Sales-SCO 815-814-7883 

 

  

Medline Customer Service 

Medline’s customer service department is available 24 hours a day, 365 days a year for assistance with 
emergency orders. 

Customer service representatives have access to all DRT members as well as the most senior 
management of the company. Rest assured these representatives will get you to the right person within 
Medline to handle your special needs during a crisis. 

Often the ability to dial toll-free exchanges is disrupted following a service outage. If you are unable to 
connect with a service representative using the toll-free number, please use the secondary (direct 
exchange number). 
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SOUTHWEST REGION DISTRIBUTION CENTERS 

 

Wilmer, TX – B06 

1 Medline Drive  
Wilmer, TX 75172 
 
Maumelle, AR – B31  
500 Sharkey Drive 
Maumelle, AR 72113 
 

Hammond, LA – C59  
2100 Industrial Park Road 

Hammond, LA  70401  

 
 

 

 

 

 

Aurora, CO – B11  

21111 E. 36th Drive 

Aurora, CO 80011 

 

Katy, TX – C32  
29895 US Hwy. 90 Business 

Katy, TX  77494 
 

Oklahoma City, OK – B24  

8001 SW 47th Street 
Oklahoma City, OK 73179  

 

Tolleson, AZ – C50 

8787 W. Buckeye Road 

Tolleson, AZ  85353
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PURPOSE AND SCOPE  
Medline Industries, LP is committed to our customers’ needs in time of crisis. Our substantial 
investment in specialized equipment, systems and other resources has allowed us to actively and 
immediately respond to a wide range of disasters over the past years, playing a key or leading role for 
our customers in many of them. This Disaster Preparedness and Response Plan contains general, but 
key, information pertaining to Medline’s readiness, capabilities, and service parameters in the event 
and/or anticipation of a disaster including a pandemic or epidemic. Medline maintains a proprietary, 
internal, detailed plan that is used during activation of the Disaster Response Team.  

This Disaster Preparedness and Response Plan provides guidance for customers who are developing 
their own response plan. This information should be used in conjunction with your own Internal 
Supply Chain Team and your Director of Emergency Preparedness, along with any of your other 
internal (Infection Control, Legal, Occupational Health, etc.) and external (Governmental, Homeland 
Security, State Police, Other 3rd Parties, etc.) entities. Medline is available to coordinate with these 
internal and external teams and resources for discussion and planning purposes, in addition to 
working with them in times of disaster.  

A Disaster Preparedness checklist can be found on Page 6 of this document. The checklist was 
developed to help customers prepare for a catastrophic event and includes pre- and post-event 
recommendations.  

There is a Medline Customer Service and Operations Key Contact List on page 7. This list identifies 
individuals within our organization who are dedicated to meeting your needs. Branch information on 
page 8 is included to reassure you that Medline is well positioned to protect continuity of service. 
Combined, this information should help your customer partner with Medline before, during, and after 
catastrophic events.  

Medline Operations and Inventory Management encourage you to escalate calls whenever you 
experience a breakdown in communication. Our expert team is dedicated to serving your needs. 
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Medline Capabilities 
Medline’s experience includes leading air and ground efforts to move both supplies and patients 
during hurricanes, middle of the night inventory replenishment for customers who have experienced 
floods and fires, as well as massive efforts to support customers in specific geographic regions who 
were hit by fire, floods, ice storms, tornados and hurricanes. We’ve assisted customers in bringing 
their own facilities back online after catastrophic damage.  

Our greatest strengths include our network of 40+ distribution centers with nearly 26 million square 
feet of storage, thousands of dedicated Team Members, 1,600+ power units in our owned fleet, more 
than $3 billion in domestic inventory, critical disaster response equipment, and our detailed internal 
disaster response plan. This is in addition to strategic contractual agreements with third party 
transportation providers and world class emergency preparedness and response partners that we train 
and work with.  

MedTrans is our private truck fleet, which can provide Medline with complete control over delivery 
capabilities, particularly in an emergency period when there is severe competition for transportation 
resources. In addition to our private fleet, Medline has contractual agreements with over 100 
transportation providers throughout the country, including the highest- rated, same- day/emergency 
delivery carriers, both ground and air.  

Medline’s inventory management system helps us achieve the highest service levels in the Healthcare 
industry. In the event of a disaster, the same system can be used to redirect any portion of more than 
$3 billion of inventory into a targeted geographic area. For the West region, our distribution centers in 
Gresham, OR; Lacey, WA;  Anchorage, AK; Lathrop, CA; Temecula, CA; Salt Lake City, UT; Lacey, WA; and 
Kapolei, HI; combined with the Tracy, CA and Rialto, CA distribution centers (two of our largest central 
stocking locations or “Hubs”), offer a logistical advantage in times of crisis. As situations occur, 
inventory is immediately re directed to the areas with the most critical need. We have also developed 
programs which allow our customers the option of stockpiling inventory on items of their choosing 
without incurring the additional expense of self- storage. Please let us know if you would like to review 
this option for your facility.  
 

We have expanded our production facilities which are now strategically located across three continents. 
We also have exclusive partnerships with leading suppliers of domestic branded raw materials. Medline 
is a major contractor with the Department of Defense, FEMA and the CDC National Stockpile programs.  

From our Disaster Response Centers in Mundelein, IL and Dubuque, IA, we have repeatedly 
demonstrated our ability to successfully marshal action across our entire network of resources:  
products, facilities, trucks, and team members. In the event of a pandemic or other major disaster, 
Medline Industries, LP will work closely with your facility, as well as other medical facilities in the 
area, to ensure all customer needs are responded to as promptly as possible. 
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MEDLINE EMERGENCY ACTION PLAN  
In the event of a disaster or other crisis, Medline will activate its Emergency Action Plan or EAP. The 
Corporate Disaster Response Team (DRT) is preapproved by the Medline Board of Directors to take 
whatever actions and commit whatever resources (financial and operational) are required to respond in 
a manner consistent with Medline’s Mission, Vision, and Core Values.  

Medline’s Disaster Response Team (DRT)  

The DRT will meet to determine the nature and scope of the event and initiate an appropriate 
response. The DRT consists of the Operations Senior Leadership Team, CIO, Sales EVP, Operations 
VPs, VP Inventory Management, Transportation VPs, Director of Customer Service, and the Director 
Operations and Warehouse Manager of affected distribution centers and their back-up centers.  

Senior Operations Leaders will lead the DRT and utilize the detailed internal disaster plan for the 
specific disaster and assign action items to each member of the DRT, who will then engage all 
internal and external resources that are part of their response plan. The DRT or members of the 
team will be dispatched to the affected site by air, if it is determined that would be more effective.  

The DRT will continue to meet twice daily to reassess the situation and redirect resources when 
and where appropriate. This will include communications discussed below.  

Customer Communications  

1. Once the nature and scope of the event is determined, the VP of Operations and the local 
Distribution Center Director will contact Senior Salesperson(s) for the geographical area. Please 
note that Medline Operations sends notifications to Customer Service and Field Sales in advance 
and tracks any disasters that can be anticipated. 

2. The Senior Salesperson and VP Operations will contact customers (contacts and methods of 
communication vary by Customer and Request) to determine short and long-term critical needs. 

3. Based on Customer requirements and intensity of event, plans will be developed to ensure the 
requested inventory is delivered as early as possible to ensure continuity of business. All members 
of the DRT will be utilized (Transportation, Inventory Management, IS, Customer Service.) Please 
note that before we even get customer orders (except for Standing Emergency Orders which we 
strongly encourage customers to consider), we have already begun redirecting additional inventory 
to the affected area. 

4. If any portion of the plan changes for any reason, the Medline VP Operations is accountable to 
notify Medline Senior Sales and the customer to discuss cause of change and develop alternative 
actions. Most of these communications occur during the twice daily Internal Medline DRT Calls and 
pre or post calls can also be made to any customers who so request. 
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In the event that a natural or other disaster destroys or renders a Medline facility inoperable, the 
following procedures are in place to maintain continuity of service: 

1. One of three assigned back-up distribution centers will act as a temporary distribution center for a 
designated service area. Within 2 (two) hours all orders will be moved to the back-up branch until 
such time as the primary branch can resume operations. 

2. MedTrans fleet assets, distribution personnel, and additional third party transportation assets may 
be repositioned to provide additional transportation and support services in areas with the most 
critical need. 

3. As the situation dictates, inventory will be reallocated to the appropriate back-up distribution 
center to accommodate the increased demand. 

Medline will extend its hours of operation in all appropriate locations to ensure all customers’ needs are 
met. Medline has contractual agreements with both LTL (common) carriers and  same-day express – 
ground and air delivery services – that will also flex their hours of operation as required. 

Medline will continue to process orders and make deliveries as long as the safety of our employees is 
not jeopardized and local authorities do not impede service. Please note that there are varying levels 
of notification from local and state authorities and we monitor a number of web sources to help us 
make these decisions, in addition to contacting the respective agencies from our specific call list. We 
do move our trucks during times that agencies request all traffic to be off the roads, if there is an 
urgent need and after we discuss with the agencies. This need will be determined via customer 
discussions (Customer calls are initiated to Prime Vendor and other customers whose deliveries could 
be more critical) after discerning the anticipated timing of the road delay or closure and the 
customers determination of the criticality of their supply needs. This criticality could allow for a delay 
in delivery, could require a smaller part of an order to be expedited using available premium delivery 
methods or re-routing to other Medline DC’s if delivery options are available. Our Customer 
Communication is preferred via our Customer Service Team or Sales reps, but can also be delivered 
via email.  

The DRT will provide updates to our Sales and Customer Service Teams twice daily, or any time there is 
a significant change in our service capabilities. These teams will then handle customer communications. 
As noted above, there are customers who may specifically request Medline and their DRT to provide 
direct updates or direct participation in their internal planning, and these will be handled as they arise.  

In times of crisis, customer pickups will be available as long as the distribution facility is secure and 
operational. In the event of a pandemic, some other restrictions may apply in an effort to protect our 
employees, our customers, and their needs. 
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Disaster Preparedness Checklist 
✓ Identify your needs now. What are the special needs of your patient population? Will 

that population change in the event of a disaster (i.e. more long-term care needs vs. 
outpatient surgery)? What happens when the nursing home around the corner gets 

shut down or can no longer accommodate patients?  

✓ Establish product formularies for multiple contingencies. Try to have alternates or pre-
approved or “qualified” substitutes for the most critical items.  

✓ Work with your Medline rep to prepare a pre-approved substitution list for any critical 

custom sterile or non-sterile kit.  
✓ Prepare your emergency order(s) in advance. Your Medline rep can help you develop a par 

level of commonly ordered items or those most likely needed in responding to a particular 
disaster. Medline has systems in place to block, for review, orders that exceed historical 

usage for a customer, distribution center or geographic region. This mechanism is in place 

to prevent hording during the response phase of any disaster. Stockpiling in preparation of 
a disaster is encouraged, and your Medline rep can help you with programs designed to 

mitigate the expense of carrying additional inventory. Many customers prefer the security 

of having additional inventory on hand but lack the storage space to “stock up.” Medline 
can help arrange a trailer with supplies of your choosing and stage it at your facility. 

(Account will be responsible for trailer detention and appropriate return/restocking fees 
should the inventory not be utilized.)  

✓ Place standing purchase orders. Medline will retain standing orders to release under a set of 

prior agreed-upon circumstances unless otherwise notified.  
✓ Make copies! Keep hardcopies of all product formularies and their corresponding par 

levels, emergency orders ready to be placed and standing POs already placed. Be sure 

others who need to know will know where to find them and what needs to be done.  
✓ If a disaster is imminent, place your orders early: 96 hours in advance if possible, 72 hours at 

the latest. The closer we get to an impending disaster or a known danger, the more difficult it 
becomes for us to do everything for everyone.  

✓ Consolidate your orders. Multiple orders can potentially slow operations.  
✓ Think about how supplies will get to you. Identify a back-up receiving area. Make sure other 

plans don’t get in the way of your own. Are you prepared to handle alternate or flexible 
delivery times (after hours, weekends, etc.)?  

✓ Designate a point person to be responsible for your disaster preparedness plan for your 

facility. Who is the person who will lead your facility’s response? Who is responsible for 
coordinating with your suppliers for supply chain continuity? Your Medline rep will continue 

to be your primary contact for the coordination of all orders, deliveries, backorder relief as 

well as special needs just as they are today. Make sure your rep knows who to contact and 
how, and if that person isn’t available, who is next, and so on.  

✓ Provide a list of all facility emergency contact numbers to your Medline representative. This 
will ensure communication channels remain open.  

✓ Know who to call at Medline. In addition to your Medline sales rep the only number you 

need is 1-800-MEDLINE.  
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Disaster Preparedness and Response Plan 

Medline Industries, LP 7 

Key Contacts 
  

Name Role/Hours Primary 

Customer Service Monday-Friday 

8:00 a.m. – 8:00 p.m. (EST) 

800-633-5463 

563-589-7977 

Customer Service 

Extended Hours 

Monday-Friday 

8:00 a.m. – 8:00 p.m. (EST) & 24 

hours Saturday-Sunday 

563-543-0558 

Steve Miller Chief Operating Officer 440-876-7875 

Brian Bevers SVP Operations 847-708-7676 

Mike Collins SVP Transportation 847-208-5588 

Jeff Brennan VP Transportation 847-372-7352 

Chris Goodenough SVP Distribution Operations and 

Southwest Region 

706-302-5437 

Jim Eveland VP Operations-West 330-421-0058 

Will Ingalls VP Operations-Northeast 224-406-7764 

Paul Niederkorn VP Operations-Southeast and 

Central Regions 

214-762-6385 

Alejandro Arguelles VP Transportation-Third Party 847-757-3209 

Roger Polanco VP Regional Operations-CSC 646-431-0736 

Peter Saviola VP National Field Sales-SCO 815-814-7883 

  
Medline Customer Service 

Medline’s customer service department is available 24 hours a day, 365 days a year for assistance with 
emergency orders. 

Customer service representatives have access to all DRT members as well as the most senior 
management of the company. Rest assured these representatives will get you to the right person within 
Medline to handle your special needs during a crisis. 

Often the ability to dial toll-free exchanges is disrupted following a service outage. If you are unable to 
connect with a service representative using the toll-free number, please use the secondary (direct 
exchange number). 
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Disaster Preparedness and Response Plan 

Medline Industries, LP 8 

 

   

WEST REGION DISTRIBUTION CENTERS 

 
 

Rialto, CA – C09 
1960 W. Miro Way 

Rialto, CA  92376 

Tracy, CA – C46 
24550 Hansen Road 

Tracy, CA  95377 

Salt Lake City, UT – C71 

264 South 5750 West  
Salt Lake City, UT 84101  

 

 

 

 

 

 

Gresham, OR – B27 
92 SE. 223rd Avenue 

Gresham, OR  97030 

Lathrop, CA – D46 
18601 Christopher Way 

Lathrop, CA  95330 

Lacey, WA – C75  
3770 Hogum Bay Rd. NE 
Lacey, WA 98516  

 

 

 

 

 

 

Anchorage, AK – B34 

9501 King Street  
Anchorage, AK  99515 

Temecula, CA – B49  
42500 Winchester Road 

Temecula, CA  95950 

Kapolei, HI – B80  
2341 Lauwiliwili Street 
Kapolei, HI  96707 
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Product Return Goods Policy 
 

Authorization 
 
 

All returns must be authorized by Distributor prior to receipt. Product must be returned within 90 day of purchase. 
Authorizations are valid for 30 days. Return goods authorizations (RGAs) may be arranged either phoning Service 
at 1 800-307-8386 or by contacting a Distributor sales representative. Unauthorized returns may be returned to 
Member at Member’s expense, destroyed by Distributor’s at Distributor’s discretion, or subject to additional charges 
without credit being issued to Member. This policy applies to all Members unless superseded by a separate 
written agreement that includes specific return goods terms and conditions. 

 
 

Return Procedure 
 

After obtaining an RGA, each return must include the following information: 
 
 

• Member’s name, address, and account number. 
• RGA number. 
• Original PO number or original Distributor order number. 
• Lot number and expiration dates where applicable. 

 

Return Policy 
 
 

Defective Products are returnable with prior authorization. Non-defective Products may be returned, provided 
Member has obtained prior authorization from Distributor, if such Products are in salable condition and suitable for 
restocking. Freight and restocking may apply as noted in the Restocking Fee Scheduled listed below. Product must 
be returned within 90 days of receipt. 

 
The following conditions will not be considered for return. 

 
• Products purchased more than three months prior to return request. 
• Products considered hazardous materials. 
• Special or custom Products made to Member specifications or sold as non-returnable. 
• Products returned in altered or damaged packaging, or in packaging other than original packaging. 
• Refrigerated items. 
• Packs broken, breached or damaged. 
• Items in unsalable units of measure where Product cannot be resold. 
• Returns prohibited by state law*. 
• Products with less than 6 months shelf life remaining based on expiration dates. 
• Third party vendor Products that require a vendor return authorization are subject to the vendor’s return 

policy and applicable fees. 
• Issuance of an RGA number does not guarantee credit. Credit issuance is dependent on confirmed 

receipt/review of returned Products and is subject to the other terms of this policy. 
 

*Each state has individual Pharmacy laws, all returns are subject to approval Regulatory Affairs. 
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Damages or Shortages 
 
 

In an effort to minimize any delay in resolving a damage or shortage claim, Member is required to count all receipts 
prior to Member’s acceptance of delivery from the carrier. All damages or shortages must be noted on the carrier’s 
freight bill or bill of lading and be countersigned by the Member. The damaged Products must remain in the 
original carton, in the event inspection is required by the transportation company. Member must notify Distributor 
of any damages in transit or Product shortages within two (2) business days of receipt, or Distributor shall have no 
obligation to process credit or arrange for Product replacement. Contact Medline Customer Service at 1-800- 
MEDLINE or a Distributor sales representative to report damages or shortages. 

 
 

Products Shipped in Error by Distributor 
 
 

Member must notify Distributor of any shipping errors or disputes within two (2) business days of receipt. Products 
shipped in error by Distributor are freely returnable for full credit, provided that such returns are made within thirty 
(30) days of receipt. 

 
 

Defective Product 
 
 

Defective Product, properly noted damaged Product and returns that are the result of a Distributor error may be 
returned at Distributor’s expense, with no restocking fee, and for a full credit, subject to the other provisions of this 
policy. 

 
Restocking Fee Schedule 

 
 

Return from Date of Invoice Re-stocking fee Percentage 
0 – 30 Days 5% / $25 minimum + Freight 
31 – 60 Days 10% / $25 minimum + Freight 
61 – 90 Days 20% / $25 minimum + Freight 
Greater than 90 days not returnable unless expressly approved prior to receipt 

– contact your Medline Representative for additional 
information 
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