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2.3   Technical Proposal

Instructions:  Please supply all requested information in the areas shaded yellow and indicate any attachments that have been included. The State is expecting creative cost saving solutions from all of the respondents in an effort to distinguish the best partner(s) to select.

Items in this section marked (M) are mandatory and will be evaluated on a pass/fail basis. The mandatory requirements will be evaluated in step one. “In this step, proposals will be evaluated only against Criteria 1 to ensure that they adhere to mandatory requirements. See the “Summary of Evaluation Criteria” table in Section Three of this RFP.

	Rating
	Standard

	(M)
	Mandatory 

	(HD)
	Highly Desired 

	(O)
	Optional 



Technical Proposal

2.3.1     Network Operation Center (NOC) 

	24/7 – 365 Tier 1 Network Monitoring and Support (M)
	Agree to comply:	
	



[bookmark: _GoBack]Single point of contact for all LECs or providers regardless of vendor affiliation from the customer premise LEC demarcation point, through the provider’s network, to the IOT co-location demarcation at 733 W. Henry St. not to include any customer owned equipment (CPE) (M)
	Agree to comply:	
	


	
	If service is not a point to point circuit, such as a cable modem or DSL, then the NOC would coordinate support from the customer premise LEC demarcation point, through the provider’s network only. (M)
	Agree to comply:	
	



Coordinate dispatch for service repair at the customer premise (M)
	Agree to comply:	
	



Provide dynamic notification and monthly performance reporting, such as:

a. Mean time to repair intervals (HD)
	Agree to comply:	
	



b. Total number of calls/tickets (M)
	Agree to comply:	
	


c. Abandoned calls (HD)
	A Agree to comply:	
	


d. Tickets that missed SLA intervals (M)
	Agree to comply:	
	


e. List of chronic issues (M)
	A Agree to comply:	
	


f. List of tickets by cause code (M)
	A Agree to comply:	
	


g. Identifying top 5 causes (HD)
	Agree to comply:	
	


h. Online access to ticket system by designated IOT staff (M)
	Agree to comply:	
	



2.3.2 Network Operations Center Standards

All Respondents must submit a detailed proposal considering the standards outlined below.  IOT is looking to reduce its cost for NOC services (see the baseline cost in section 2.4). Using the yellow shaded cells, indicate in your standard proposal where you deviate from the items below and identify additional costs that would be incurred by the state to meet the standards. Also indicate where your standards might exceed the standards at no additional cost to the state.

2.3.2.1	There must be no fees or charges for the initial transitioning from the incumbent network to the new network.  Any infrastructural upgrades that a respondent may need to make to satisfy this contract should be recovered through the commercial development of the resources.

	



2.3.2.2	Respondent must submit with their proposal a plan for transitioning from the current solution to your proposed solution.

	



2.3.2.3	Where is your primary center location? (preferred in Indiana)

	



2.3.2.4 If your primary center is not located in Indiana, is respondent willing to locate a NOC in Indiana?

	




2.3.2.5 Where is the location of your back-up center?

	



2.3.2.6	Identify any component of support or that of its subcontractors that is outsourced overseas.  Respondents must not outsource the NOC or back-up for this network overseas or outside the continental United States unless approved in writing by the IOT. 

	



2.3.2.7	The State prefers that as many Indiana employees as possible be utilized to meet the requirements of this contract. Please discuss how many and where you might utilize Indiana employees.

	



2.3.2.8	List your Proactive Monitoring and Management Systems

	



2.3.3 Helpdesk 

2.3.3.1	Business Hours
a. Most locations will be in the Eastern Time Zone.  Some locations are in the Central Time Zone and some locations have extended and weekend business hours.  Respondent should support all functions during the business hours of each managed location.
b. Respondent should use a common clock with IOT.

	



2.3.3.2	Ticketing System
a.	Standard offerings for web accessible ticket and reporting system accessible by IOT or state agency personnel.
b.	Respondent should indicate their ability or desire to use or integrate with IOT’s Helpdesk Ticket System (VMware Service Manager)

	



2.3.3.3	Staffing
a.	Ratio of support personnel to customers serviced
b.	Percentage of contractors
c. Turnover rates
d. Average experience levels and certifications
e. Provide IOT with compete list of support personnel and escalation flowchart
	



2.3.3.4	Service Levels
a. 	Respondent should provide details on how the current service levels below deviate from their standard service levels.  Can you meet or exceed the service levels below?  If not, indicate your standard service offering and what additional cost above the standard offering would be incurred by the State to meet these service levels
· Current Standard Service Levels
· 1 hour to diagnose from ticket opening, determine next step and inform IOT or end User
· IOT or end user can escalate at any time
· If necessary, contact LEC within 20 minutes diagnosis
· Current Service Levels for “Critical” Sites
· 30 minutes to diagnose from ticket opening, determine next step and inform IOT or end User
· 24 x 7 Support
· If necessary, contact LEC within 20 minutes diagnosis
· Obtain LEC ETA within 60 minutes of ticket opening
· Current Service Levels for “Major” Outages – partial or complete outage to multiple sites
· Work with all LECs or network carriers to dispatch technicians on a 7x24 basis within 20 minutes of diagnosis
· Current Service Levels for “Chronic” issues
· Any circuit or service that has recorded a trouble ticket 3 times in a 30 day period should be considered chronic
· Once an issue has been turned over to the chronic group it must be resolved within 24 hours
· The end user or IOT helpdesk reserves the right to escalate any issue for any reason.

	



2.3.3.5	Closing Tickets
a. 	Tickets should not be closed until end users or IOT concur that the problem has been resolved.

	



2.3.4 Invoicing and Billing

Using the yellow shaded cells, indicate in your standard proposal where you deviate from the items below and identify additional costs that would be incurred by the state to meet the standards. Also indicate where your standards might exceed the standards at no additional cost to the state.


2.3.4.1	Standard invoicing and billing procedures

a.	A monthly invoice which must have enough detail so it can be audited for discrepancies and overcharges. 

	



b. 	Respondent should indicate its willingness to submit to an annual audit of all billings associated with this contract.
· Any audit discoveries of credit due the state shall be issued at the conclusion of the audit. 
· Discrepancies identified by the auditing agency and presented to the respondent shall be validated within 35 days.  Failure to validate within 35 days will release the Sate from responsibility for payment.

	



c.	In the event the respondent continues to provide an inaccurate invoice, the state may choose to refuse payment of said invoice until such time the respondent can provide an accurate invoice.

	



d.	Respondents will archive billing information by billing cycle or event from the beginning of the contract through the contract termination date including any extension periods.

	



e.	Billing for services during any fiscal year must be received by the state at least 30 days prior to the end of the fiscal year. Bills and invoices received by the state after that time will not be paid.  
· Fiscal year intervals are from July 1st through June 30th of the following year (i.e., July 1st 2011 to June 30th 2012)

	



f. Additional Billing Requirements
· Consolidated detail billing and accounting information
· Both electronic and paper billing should be submitted
· Modifications or changes to comply with the IOT's system will be at the expense of the respondent.
· Resolve any billing disputes among its partners
· Deliver electronic invoice files to the designated location by the 4th working day of the month or first working day after generation of IOT bills to agencies. Paper copies of all invoices are to be delivered by the 4th of the month.
· Credit adjustments must have sufficient detail to allow for proper agency crediting to occur.  Aggregate credits will not be allowed unless accompanied by sufficient detail to allow credits to be returned to the proper agency.
· Requested credits must be resolved or credit issued within 45 days. Any final adjustments of credits by the respondent will be allowed for up to 90 days.  After the 90-day adjustment period, the credit becomes final.
· State must not be billed for any administrative time expended by respondent employees on behalf of the respondent.
· State reserves the right to reduce payments to the respondent for work performed in resolving billing errors.  Rates used will be the current, in effect per hour labor rate.
· State will withhold payment for services identified as not provided or in error. Respondent will have 35 days to review the charges and present explanation for payment consideration.
· Services with partial months billing shall be prorated from date of activation and upon the date of notice for deactivation.

	



· Additional Information
a. Respondents are also encouraged to provide any additional detail or services to the above that the Respondent thinks may be valuable to IOT.
b. Respondents should provide a list of 3 currently serviced customers for reference
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