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Hi Mark. Please find attached our response to the recent clarification request.

Also, in addition, there is a distinction between BMC’s warranty for 12 months and BMC's
Continuous Support the State will have 24x7 access to for any issues that need to be fixed as
they arise. The warranty guarantees that the product performs “in substantial accordance”
with its documentation. BMC’s Continuous Support will fix any defects, issues, etc., regardless,
for the duration of the term. BMC’s Control-M has been around since 1982 and we have over
5k customers worldwide using the product. In our experience, there is almost 0% probability
that the product wouldn’t perform in substantial accordance with its documentation.

If there are any questions about support, specifically Severity 1 issues, BMC’s Support
Leadership is available for Q&A if the State needs further clarification as a part of the
evaluation process.

Thanks.

Tony Ng

Account Executive

Mainline Information Systems
http://www.mainline.com
Mobile — (513)708-4986

Mainline

From: Hempel, Mark <mhempel@idoa.IN.gov>
Sent: Wednesday, August 24, 2022 4:42 PM

To: Tony Ng <Tony.Ng@mainline.com>

Subject: RFP 22-70621 IDOA/IOT WLA Clarifications

Hi Tony:
Thanks again for Mainline’s and BMC’s presentation and demonstration in response to this RFP. We

have a few additional clarifications attached and would like to have responses by close of business
8/26/2022.
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RFP 22-70621 CLARIFICATIONS



INSTRUCTIONS

Please supply requested information in the blue-shaded areas and indicate any attachments that have been included.  Where appropriate, supporting documentation may be referenced by specific page and/or paragraph number(s). 



If any of this response contains confidential information, as defined by IC 5-14-3, provide a separate redacted (for public release) version of this document.  Specify which statutory exception of APRA applies and provide a description explaining the manner in which the statutory exception to the APRA applies.



RESPONDENT NAME: MAINLINE INFORMATION SYSTEMS, INC.



		ATTACHMENT F – TECHNICAL PROPOSAL



		

		

		RESPONDENT RESPONSE



		VII. Staffing and System Maintenance and Operations (M&O)

		Please clarify how the proposed warranty will apply when the State renews the subscription after the conclusion of the first year, including what is and not covered under the warranty and any additional costs.

		Within the first 12 months, BMC’s warranty guarantees that the product performs "in substantial accordance" with its documentation. This is a one-time warranty that applies to the first contract only, no future renewals. The Enterprise User License Agreement details this warranty here:
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		VIII. Business Continuity and Disaster Recovery

		During implementation, please clarify how will the Respondent assist the State in developing the architecture for disaster recovery?  

		VPMA will work with the existing St of Indiana team to see how they are presently configured now in working with other applications on their DR / Business Continuity  methodologies. Whether that be cloud, alternate Data Center, IBM, SunGard type DR offerings. VPMA has developed many DR solutions for clients over the years. Once we collaborate on the present options available VPMA will architect and document a DR solution design for State of Indiana. This is typically done in the initial stages of the engagement. The design is phase 1 where we will architect and design the entire BMC Control-M Solution set Inclusive of High Availability and Disaster Recovery options. 



		[bookmark: _Hlk112319640]VIII. Business Continuity and Disaster Recovery

		In the instance of a disaster recovery event, will the State contact Mainline or BMC?  Which entity will be responsible for assisting the State?  In the event the application fails to load, what is the Respondent’s proposed support strategy?

		The State would contact BMC for assistance. If application fails to load, an Impact Level 1 ticket should be submitted to BMC. You will receive a phone call within 1 clock hour. BMC Support is available 24x7 to work on any critical issues.



BMC provides Support via Web, Email and Phone.

Initial Response goals are relative to the impact of the reported problem on the customer environment. The BMC definitions for Impact (Severity) levels 1-4 can be found here.

Impact Level 1 issues are defined as follows: Critical Impact to production environment, primary business service, large number of users experience critical loss of function or data integrity at risk.
Customer resources should be available to work on a 24x7 basis with BMC to resolve the issue.
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5. PRODUCT PERFORMANCE WARRANTY. BMC warrants that (a) the Product will perform in substantial accordance with its Documentation for a
period of one year from the date of the first Order, (b) BMC has used commercially reasonable efforts consistent with industry standards to scan for
and remove software viruses, and (c) other than passwords that may be required for the operation of the Product, BMC has not inserted any code
thatis not addressed in the Documentation and that is designed to delete, interfere with or disable the normal operation of the Product in accordance
with the License. This warranty will not apply to any problems caused by hardware, Computers, or software other than the Product, or misuse of the
Product, use of the Product other than as provided by the applicable License, modification of the Product, or claims made either outside the warranty
period or not in compliance with the notice and access requirements set forth below. No warranty is provided for additional Licensed Capacity,
Product provided pursuant to Support or Product provided pursuant to Section 12.
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Regards,

Mark Hempel

Indiana Department of Administration

This e-mail and files transmitted with it are confidential, and are intended solely for the use of
the individual or entity to whom this e-mail is addressed. If you are not the intended recipient,
or the employee or agent responsible to deliver it to the intended recipient, you are hereby
notified that any dissemination, distribution or copying of this communication is strictly
prohibited. If you are not one of the named recipient(s) or otherwise have reason to believe
that you received this message in error, please immediately notify sender by e-mail, and
destroy the original message.



