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2.4   Technical Proposal
The Technical Proposal must be divided into the sections as described below.  Every point made in each section must be addressed in the order given. The same outline numbers must be used in the response. RFP language should not be repeated within the response. Where appropriate, supporting documentation may be referenced by a page and paragraph number. However, when this is done, the body of the technical proposal must contain a meaningful summary of the referenced material. The referenced document must be included as an appendix to the technical proposal with referenced sections clearly marked. If there are multiple references or multiple documents, these must be listed and organized for ease of use by the State.

Instructions:  Please describe you company’s solution to each requirement below in the yellow cells provided and indicate any attachments that have been included. 
2.4.1    Technical Support and Consulting Services for Evergreen Open Source Software Version 2.1.1 (and any future upgraded versions).


1. Technical support and consulting services must be provided to ISL staff, at minimum, via phone and email and may be provided by additional means, such as an online customer support help desk. The vendor needs to provide general technical support during regular business hours Monday through Friday between 8:00AM and 5:00PM eastern time, with additional availability 24 hours a day seven days a week for emergency critical care support. Consulting services will be provided for the current Evergreen software version 2.1.1 as well as any future versions of the Evergreen open source software in the event ISL upgrades to a newer version. The consulting services include answering questions and providing substantive guidance related to Evergreen software issues and other various software or hardware issues that impact the Evergreen integrated Library system. For example, the vendor will provide support for system administration issues and software upgrades. The vendor may provide periodic consultation regarding the migration of transaction data from an existing integrated library system to the Evergreen system, such as transactional data including fines, fees, holds, circulation data, bibliographic (title and item) data loading and translation; and patron record formatting and clean up. The vendor will be expected to provide written debrief reports for all support requests. These reports should include, but are not limited to, details about the cause of the issue, along with the action taken, and/or any proposed solutions which may be taken, either by ISL or the vendor, to resolve the reported issue. Please confirm ability to provide the above described services and provide further information or explanation as warranted.

	



2. Please propose a communication plan and include: a) by what means technical support and consulting services will be provided, b) the process by which technical support consultation requests will be received and responded to, c) service level requirements for response/resolution of technical support consultation requests and d) any limitations regarding the extent to which technical support consulting services will be provided. Please ensure the communication plan and service level support for critical issues as well as general technical support issues. “Critical issues” are issues that materially affect the operation and functionality of the Evergreen software.

	



3. Periodically, the Evergreen software community releases newer, fully featured versions of the Evergreen open source software. Assuming a newer version is determined to be production stable and compatible with the ISL system, the vendor will need to assist with the upgrade to ISL’s Evergreen software. The vendor will be expected to advise ISL regarding any hardware and software requirements including pertinent configurations needed to successfully run all of the features of the upgraded version. Please describe a detailed proposal for implementing Evergreen software upgrades, including assistance, if any determining if the newer version will be compatible with ISL’s system, implementing in a test environment prior to “going live”, and troubleshooting issues during and after the upgrade process. 

	


2.4.2
Software Development Projects


Periodically, ISL will request software development projects intended to enhance the Evergreen software functionality. Please provide a detailed plan regarding how software development requests would be handled. At Minimum, the plan should provide the following: a) a process for price quotes and project timeline estimates, b) a process by which ongoing progress will be reported or made available to ISL, c) a process by which the development project will be implemented and configured, d) a testing period, e) a workmanship guarantee that includes fixing bugs and errors related to the development project at no cost and f) full documentation of the completed software development project.

	


2.4.3
Reports


The vendor will assist with writing new reports or troubleshooting existing reports. Please confirm ability to meet this need and provide service level requirements for response to requests for reports.
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