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Please respond to each of the following questions.  Free form questions should be answered concisely, yet completely.  Tables with a “Response” column should be answered using one the following options, use the “Comment” column to provide further detail if needed:

	Response
	Definition

	Y
	Solution provides full functionality/service required. This functionality/service is considered part of the “base solution” pricing in cost worksheets.

	C
	Solution provides functionality/service but requires customization/implementation activities (e.g. configuration/customization of reports and user-defined fields).  This functionality/service should be considered part of base functionality pricing in cost worksheets and no additional modification costs required. 

	M
	Solution provides partial functionality/service. Modification is required.

	D
	Solution does not provide functionality/service required.




Vendor Profile
1. Where is your company headquarters located (city, state) and from where would services be provided (city, state)?

2. For how many years has your company been operating?

Specific Requirements
Indicate how your solution will address the following requirements:

	Req.#
	Requirement
	Response
	Comments

	V1
	Does your company have experience supporting State Agency case management systems? (See 3 & 4)
	
	

	V2
	Has your company taken over support for any large and complex systems similar to CMS? (See 4)
	
	



3. 
If you have supported a State Agency case management system, please complete the following table for each state you have supported.

	State
	Program Sponsor (e.g. Sec of State)
	Approx. number of cases   records
	Year implemented (go-live date)
	Number of users supported

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	




4. If you have taken over application maintenance and enhancement for any large and complex systems similar to CMS, please complete the following table for each system you have taken over.

	System Description
	Services Taken Over
	Year Taken Over
	Comments

	
	
	
	

	
	
	
	

	
	
	
	




5. What is your annual revenue derived from support of case management systems that you implemented for three prior years (2014, 2013, and 2012)?  Please separate revenue into the following categories:  maintenance, enhancement, infrastructure, and services.

	Year
	Maintenance
	Enhancement
	Infrastructure
	Services

	2014
	
	
	
	

	2013
	
	
	
	

	2012
	
	
	
	



6. What is your annual revenue derived from support of case management systems that you have taken over for three prior years (2014, 2013, and 2012)?  Please separate revenue into the following categories:  maintenance, enhancement, infrastructure, and services.

	Year
	Maintenance
	Enhancement
	Infrastructure
	Services

	2014
	
	
	
	

	2013
	
	
	
	

	2012
	
	
	
	





Team Resources
7. The selected vendor will be required to provide a formal commitment of their project team resources.  

Specific Requirements
Indicate how your solution will address the following requirements:

	Req.#
	Requirement
	Response
	Comments

	T1
	An expectation of a minimum commitment of 90 days per resource upon contract finalization.
	
	

	T2
	Provide continuity of services plan (e.g. contingency for loss of key resources).
	
	

	T3
	Commit to notifying DOC and PMO Team before any project personnel changes take place.  DOC and the PMO Team has the right to reject the change for those that are preventable.
	
	














Partners and Subcontractors
Specific Requirements
Indicate how your solution will address the following requirements:

	Req.#
	Requirement
	Response
	Comments

	S1
	Does the proposed solution require the use of other vendor’s applications or software to meet the requirements of the RFP? (List all vendor software or additional software required above and beyond the existing software contained within the CMS solution environment)
	
	

	S2
	Does the proposed solution include the use of subcontractors for any piece of the solution or services?  List all.
If so, describe in detail the nature of the subcontractor relationship(s) and their roles in the solution or services.
If so, describe the contractual provisions of the subcontracted relationship.
	
	

	S3
	Are any partnerships planned and/or currently under development that could have an impact on the proposed solution?  If so please explain.
	
	

	S4
	Are any of your responses in this RFP based on the use of an external module or third party application that you are not proposing? 
	
	





Program Management and Solution Lifecycle Management 
8. IOT and DOC along with the PMO Team, will be the lead for program management, requirements gathering, and UAT. Vendors are requested to not include unnecessary overhead for these tasks in their responses.

9. The IOT hosted Team Foundation Server will be the required tool for managing code, solutions, software, and configuration documentation by all vendors for the promotion of work from the development environment through testing and into production. 

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	P1
	Provisions for:
· coordination and reporting on system administration activities
· facilitation of project direction and decisions from DOC and the PMO Team
· document and coordinate issue resolution
· coordinate and execute project activities to meet scheduled deadlines
	
	

	P2
	Provide a single point of direct contact to DOC and the PMO Team to address any maintenance, enhancement, or general issues. 
	
	

	P3
	Provide necessary resources to attend key meetings regarding CMS support and maintenance such as; Bi-weekly Core Team Meetings and monthly PMO meetings, etc.
	
	




Baseline Configuration 
10. The chosen solution is expected to produce a baseline configuration that will be leveraged in support of each additional Agency implementation in order to maximize reuse and optimize savings.  

11. Unless otherwise deemed necessary, no unique Agency specific customization is foreseen.  All system capabilities and functionalities will be the same for all participating Agencies.

Specific Requirements
Indicate how your solution will address the following requirements:
	Req. #
	Requirement
	Response
	Comments

	B1
	Please indicate your plan for best-practices, configuration patterns, and reusability of assets within your proposed approach.
	
	

	B2
	How can assets and configuration patterns that are deployed in the initial pilot implementations be carried forward into subsequent agency deployments.

	
	



Software Services and Maintenance

12. DOC envisions a solution that provides a high percentage of “out of the box” capabilities (without the need for customization) with all documents being stored on SharePoint
  
13. Vendors must provide clarity on ALL additional software components, rationale, and associated costs for the software outside of the base CMS solution, including licensing related to the CMS (including CAL specifics), plug-ins, custom JavaScript and/or .NET, and solution lifecycle management software
 
14. Describe your approach for providing support to create, test, and deploy bug fixes and business analyst support to interface with DOC users and IOT and PMO Team technical resources

15. Describe your approach to testing system changes (e.g. regression testing, performance testing, etc.)

16. Describe the following regarding software maintenance: 
a) Approach to updates and change control methodology;
b) Frequency of updates
c) Categories of updates (e.g. application bug fix, operating system patches, etc.)
d) Training available for new releases;
e) Costs associated with new releases;
f) Documentation available for new releases

17. What steps are required to install/implement new releases, and what automated tools are provided to facilitate the process?

18. Describe your approach to transfer knowledge to Agency personnel for support and maintenance of the technical environment.

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	M1
	All systems releases will undergo regression testing, and performance testing.  
	
	

	M2
	Maintain a list of hardware and operating systems needed to work with CMS from an end-user perspective.  
	
	

	M3
	Fix data problems caused by system defects, and these fixes will not incur additional costs. Procedures for determining cause of defects need to be provided along with escalation and resolution plans in the event of disagreement. 
	
	

	M4
	Provide and host testing/sandbox environments. Testing procedures need to be provided and shall include at least a production-like environment, automated/regression testing, testing scripts/scenarios, and methodology for DOC and PMO Team approval. 
	
	

	M5
	Provide procedures for logging, prioritization, escalation, and reporting of support incidents.
	
	

	M6
	Provide ability to update data in the system.  All updates must have signed authorization from DOC and the PMO Team and be completed in 10 days given the updates will be to production data. 
	
	

	M7
	Provide a copy of the latest production system code on a disc to DOC and the PMO Team after all updates and fixes are applied to the deployed solution.  These will include instructions for implementation and commented code. In addition the vendor must implement the DVD on a server at the State and smoke test the environment to make sure it is operational.
	
	




Software Enhancement Services
19. Describe in detail the application development methodology you employ for modifications and custom development, including:
a) Conceptual design
b) Functional specification
c) Detailed design
d) Technical infrastructure design and implementation
e) Development
f) Prototyping
g) Testing
h) Customer acceptance
i) Training
j) Implementation
k) Support

20. Does your firm provide programming or configuration services for developing any necessary modifications and interfaces?

21. How will software developers be made available to support the system as needed?  

22. Would your firm subcontract services work to third party partners? 

23. Describe in detail your proposed approach and preferred architecture for CMS to interface with other applications.

24. List briefly the tools and capabilities your company uses to facilitate the following:
a) data extraction for batch exports to other applications;
b) importing batch files for updates to internal files;
c) real time access to internal files from external applications.

25. Describe the development environment and programming language(s) your firm uses to develop new software.

26. Explain how new services and applications will be priced/charged to DOC taking into consideration that DOC is interested in contracts for deliverable-based pricing (e.g. milestone billing, monthly hosting charges, completed enhancement design, etc.).

27. Explain the process for the request and approval of software enhancement work by DOC and the PMO team.

Training Services 
28. Describe your approach to provide on-going proficiency management for the constantly evolving Agency or county workforce, with support of both the base functions of CMS and any new functions added to the system. Please include detail on your proposed training methodology (e.g., onsite user training, training materials, and methodologies). Pricing for training services to be provided prior to “go-live” at the time of implementation needs to be specifically outlined as a separate line item in your cost matrix.  

29. What is your firm’s proposed ratio of users to support personnel?

30. Will all training be available in a digital format?  If not, what additional pricing would be required to make it so?

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	T1
	Provide training personnel and resources during Agency working hours, with flexibility to provide additional support off-hours as needed.  
	
	

	T2
	Provide ability to monitor, evaluate, and report on workforce training needs. Work in conjunction with the DOC and PMO Team to prioritize and maintain a list of training activities, and meet periodically to review. 
	
	

	T3
	Provide periodic training status reports with a summary of the proficiency management and project support services completed, planned, and needed.
	
	

	T4
	Provide user guides and aids for operation of the CMS, conduct on-site coaching, conduct online training, and attend user conferences for DOC as needed.
	
	




Ongoing Support
31. Describe your approach to provide ongoing support services.  

32. SLA expectations will require coverage Monday-Friday 8a-6p EST, excluding holidays when Agency offices are closed.  Initial response time for normal issues is required within 4 hours.  Initial responses for critical issues/outages is required within 2 hours.

33. Vendor will be contacted directly by users to initiate a request for support.  

34. Pricing for ongoing support to be provided after the vendor warranty period of 3 weeks concludes after implementation for each Agency.  Ongoing support costs need to be provided for up to 4 years post implementation.  Please provide pricing for an initial two (2) year commitment, and two (2) additional one (1) year commitments.  

35. Is onsite support available if needed?  Please define any costs above your standard support.   

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	D1
	Provide help desk services during the normal hours of operation, M-F 8-6 EST.  Response time for normal issues is required within 4 hours, and responses for critical issues/outages is required within 2 hours.
	
	

	D2
	Ensure ongoing support staff is trained and capable to answer questions pertaining to all of the features the solution has to offer, basic PC functionality/operation, and the ability to redirect questions outside of this scope to the appropriate DOC contact.
	
	

	D3
	Ensure ongoing support staff responds to and resolves all requests from Agency users.  Vendor will escalate to DOC and the PMO Team all issues that are outside the scope of the agreed upon support parameters.   
	
	

	D4
	Ongoing support staff shall be knowledge of the system architecture and design, technology and applicable tools.  Support will also include database and infrastructure issues.  
	
	

	D5
	All requests for support should be logged and tracked systematically.   DOC and the PMO Team will be provided tracking and monitoring of issues, publication of resolutions, and monthly reports with support metrics.  

	
	





Hosting Services
36. Describe your approach to providing hosting (cloud-based solution), backup and recovery, and a testing environment for the CMS application.

37. Describe the approach for high availability (seven days a week, 24 hours a day), backup/recovery, and disaster recovery.

38. Will your firm commit to transaction response times?  If so, what is your stated commitment? How will this be measured, monitored and reported on?  What are your assumptions associated with providing committed response times?

39. Define your approach/methodology to capacity planning for application environments, database environments, and networking environments.

40. Describe the ongoing outsourced hosting and support options available, including:
a) Cloud-based solution hosting and data center management;
b) System administration including operating system management and version upgrades;
c) Network connectivity and support;
d) Database administration including version upgrades;
e) Application administration including version upgrades;
f) Hours of operation, procedures, and problem escalation measures available.

41. Explain the services provided to monitor the application(s), network and servers, and basic customer support. What tools are used to provide these services?

42. Explain additional services provided related to security, application performance, and data redundancy.

43. Explain additional services associated with high availability, backup and recovery and disaster recovery.

44. Explain the load balancing method/technology used to ensure optimum application accessibility under user load.

45. Define your problem management process and how to assess/diagnose the problem across many different failure points and many different entities involved.

46. Explain the portion of technical/system administration support for which your company takes responsibility.

47. Explain the service levels in your standard service level agreement (SLA). Would you be able to provide a sample SLA?

48. Explain the performance guarantees and problem escalation procedures committed to in your standard SLA.

49. Explain the management process used to enforce the service level agreement.

50. Explain your application uptime commitment/guarantee (total service availability) and how it is accomplished. What penalties are associated when defined commitments and guaranties are not adhered to?

51. Explain how you differentiate between downtime and degradation.

52. Explain your calculation of cost of downtime and degradation.

53. Explain the provisions contained in your standard SLA for remuneration to the customer in the case of non-performance, e.g. down time. 

54. Explain what happens if data (including data set security) is lost.

55. Explain the technology used to provide secure connectivity to application servers.

56. Explain how data security is monitored and ensured.

57. Explain the encryption methodology employed for data transfers.

58. Explain the methods and levels of application access security provided.

59. Who maintains and manages security on user access to applications?

60. If Indiana Office of Technology (IOT) hosts the servers, describe your ability to outsource all other technical and application support and maintenance. What is your approach to work with IOT if the hosting is provided by IOT? What assumptions do you have relative to being able to outsource support and maintenance if hosting is provided by IOT?

61. Provide what you believe will be required from DOC and the PMO Team to successfully support the application, level of the resources needed and the estimated number of hours or percentage of their availability.

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	H1
	Ensure hosting fees will cover all software, third party licenses, and related expenses needed.
	
	

	H2
	Ensure that DOC data will be segregated, and DOC used media cannot be reused. 
	
	

	H3
	Provide connectivity to the system along with a minimum of IP filtering and a firewall. 
	
	

	H4
	Protect data from environmental hazards and unauthorized access. 
	
	

	H5
	Monitor system and provide monthly reports. 
	
	

	H6
	Ensure that all hosting hardware and software will be upgraded and kept up to date and will provide DOC and the PMO Team with an implementation plan prior to executing any upgrades.
	
	

	H7
	Ensure that all system data will be backed up nightly and restored if necessary. 
	
	

	H8
	Ensure that maintenance will be scheduled to avoid disruption, all material changes must be approved by the DOC and the PMO Team prior to implementation, and all software changes (and utilities) will be thoroughly tested using at least regression and automated scripts prior to use or implementation. 
	
	

	H9
	Ensure software maintenance be conducted outside working hours with at least five day notice prior to all maintenance. Urgent maintenance may be performed when needed; DOC and the PMO Team will be notified prior if possible and mutually agreed upon guidelines will be held to.
	
	

	H10
	Ensure the system is scaled to handle high transaction volume.   
	
	

	H11
	Provide and manage disaster recovery services for CMS hosting. 
	
	

	H12
	Verify that any data provided by or for DOC remains the property of DOC and may not be divulged, marketed or sold by the vendor.  
	
	




Network Services
Networking, Security and Connectivity Overview

62. Describe your approach to support DOC and IOT’s need to provide cost effective, ongoing network connectivity support to some of the counties.  The DOC currently has 80 Agencies that participate in the Community Corrections Program.   

Specific Requirements
Indicate how your solution will address the following requirements:

	Req. #
	Requirement
	Response
	Comments

	N1
	Work with IOT to ensure that network access to CMS will be provided for participant Agencies as designated by DOC. 
	
	

	N2
	Ensure software can be run on State telecommunications and network equipment for designated counties.  If DSL is unavailable, alternate solutions will be provided.
	
	

	N3
	Provide the capability to transition counties to a statewide provided network.  Also need to thoroughly test county provided network for proper function.  
	
	

	N4
	Provide monthly reporting on county use of the State provided network.
	
	

	N5
	Compliant with the State of Indiana’s Security Policy Guidelines (See Attachment I) or indicate areas of departure.
	
	




Additional RFP Response Information
[bookmark: _GoBack]For more information regarding functional requirements and standards, DOC resource manuals and reporting templates, and American Probation and Parole Association Standards, please see attachment’s G, H, J and K that are downloadable from the IDOA website.   

Describe how the business requirements beginning on Page of 15 of Scope of Work (Attachment I) will be met.  
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