Attachment 18:  Technical Proposal Forms
When completing the Technical Proposal Content, DO NOT include any pricing information and include the following information in the order enumerated below.
[bookmark: _Toc438206949]Part 1: Technical Proposal Overview
[bookmark: _Toc438206950]Executive Summary
Provide a brief description (not more than two pages) that summarizes your proposed approach and work effort. 


[bookmark: _Toc438206951]Table of Contents
[bookmark: _GoBack]Use the following Table of Contents that reflects the areas identified in Technical Proposal.  The Table of Contents should identify each major section of the Proposal, along with its initial-page number. 
When done entering information, within this document place your cursor within the table of contents below and press F9 to automatically update.
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[bookmark: _Toc438206952]Part 2: Bidder’s Experience
The Technical Proposal must demonstrate to ITS that the Bidder has experience delivering services similar in scale and scope to the engagement described in this RFP.  Complete the Bidder’s Experience form below to describe its company background and past experience in the Technical Proposal. Limit response to 25 pages
[bookmark: _Toc438206953]Corporate/Business Background of Primary Bidder
Bidder’s Firm/Company Information
	Firm Name
	

	Firm Address
	

	Parent Company
	

	Affiliates
	

	Other Locations/
Branches (if any)
	


Bidder’s Primary Contact
	Name, Title
	

	Address
	

	Email Address
	

	Telephone Number
	


Company Profile
	Description of the company’s corporate profile core business
	

	Service Offerings
		Description of service
	Years the Service has been provided

	
	

	
	

	
	

	
	

	
	

	
	






[bookmark: _Toc438206954]Corporate/Business Background of Subcontractor
copy and complete this section for each subcontractor proposed
Subcontractor Firm/Company Information
	Firm Name
	

	Firm Address
	

	Parent Company
	

	Affiliates
	

	Other Locations/
Branches (if any)
	


Subcontractor’s Primary Contact
	Name, Title
	

	Address
	

	Email Address
	

	Telephone Number
	


Subcontractor Profile
	Description of the company’s corporate profile core business
	

	Service Offerings
		Description of service
	Years the Service has been provided

	
	

	
	

	
	

	
	

	
	

	
	

	
	







[bookmark: _Toc438206955]Past Performance and Experience
The Bidder shall describe its previous experience that qualifies the Bidder to provide the Services.  
Bidder must have a minimum of ten (10) years of experience providing service-desk support services of similar size and scope to ITS requirements as set forth in this RFP, to Public Sector Entities of more than 50,000 users within the continental US.  Three (3) prior engagement descriptions shall be included.
Bidder must have a minimum of ten (10) years of experience providing End User Break-Fix Support services to multiple geographic locations of similar size and scope to ITS requirements set forth in this RFP. Three (3) prior engagement descriptions shall be included.
Service Desk Support Services Experience

	Engagement 1 Description

	Engagement Conducted By (Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US
	

	List of Subcontractors and their duties
	




	Engagement 2 Description

	Engagement Conducted By
(Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US

List of Subcontractors and their duties
	




	Engagement 3 Description

	Engagement Conducted By
(Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US
List of Subcontractors and their duties
	



End User Break-Fix Support Services Experience
	Engagement 1 Description

	Engagement Conducted By 
(Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US
	

	List of Subcontractors and their duties
	



	Engagement 2 Description

	Engagement Conducted By
(Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US
	

	List of Subcontractors and their duties
	



	Engagement 3 Description

	Engagement Conducted By
(Bidder/Subcontractor Company Name)
	

	Start Date
	

	End Date
	

	Name of Client
	

	Nature of Client’s business
	

	Description of services Provided
	

	Number and type of staff involved
	

	Engagement results and benefits delivered to the client
	

	Engagement budget
	

	Size and complexity of engagement, including the number of sites and users within the Continental US
	

	List of Subcontractors and their duties
	



If sub-contractors are part of the Bidder’s Proposal, prior engagement descriptions may include engagements conducted by the subcontractor(s).  The description of Bidder's prior experience shall include information about its history working with the proposed subcontractors (e.g., nature of relationship, number of engagements worked together, duration of engagements, budget of engagement, percent split between firms).
[bookmark: _Toc438206956]History of working with proposed subcontractor

	Number of engagements worked together:  



	Engagement 1 - Describe
nature of relationship
	Start Date
	End Date
	Engagement budget
	Percent budget split between firms

	
	
	
	
	



	Engagement 2 - Describe
nature of relationship
	Start Date
	End Date
	Engagement budget
	Percent budget split between firms

	
	
	
	
	



	Engagement 3 - Describe
nature of relationship
	Start Date
	End Date
	Engagement budget
	Percent budget split between firms

	
	
	
	
	


[bookmark: _Toc438206957]Part 3 – Engagement Approach
[bookmark: _Toc438206958]Service Desk Support
Limit response to 10 pages
Approach to Meeting Requirements 
Describe your approach to meeting Service Desk Support requirements (specified in Section 2.1) including but not limited to:
Key Service Elements
Key Administrative Requirements
Key Performance and Service Improvement Requirements
Applications and Supported Services
a description of your protocol for identification of problems and issues related to the delivery of services.  This protocol should include designated contacts, resolution intervals, and levels of management to be utilized to correct and resolve such matters.
a description of how requests received from VIP accounts will be handled.


Approach to Meeting Service Levels
Describe your approach to meeting Service Desk service level requirements (specified in Section 3) including but not limited to: 
a description of your reporting capabilities 
how you will meet or exceed the minimum SLR including detailed descriptions of how the service element is measured 


[bookmark: _Toc436133001][bookmark: _Toc436135500][bookmark: _Toc436135854][bookmark: _Toc436136207][bookmark: _Toc436133004][bookmark: _Toc436135503][bookmark: _Toc436135857][bookmark: _Toc436136210]Sample Reports – not included in page limit
· Include sample reports for the Service Desk Support service measures specified in this RFP.
· Include sample reports from other recent engagements that reflect your performance for similar Service Desk Support service level requirements.


[bookmark: _Toc438206959]End User Break-Fix Support
Limit response to 10 pages
Approach to Meeting Requirements 
Describe your approach to meeting End User Break-Fix Support requirements (specified in Section 2.2 ) including but not limited to:
Key Service Elements
Key Administrative Requirements
Service Site Requirements
End User Equipment Requirements


The End User Break-Fix Support approach shall also include narrative describing:
the protocol for identification of concerns related to the delivery of services.  This protocol should include designated contacts, resolution intervals, and levels of management to be utilized to correct and resolve such matters.
how requests received from VIP accounts will be handled.
plans for how staff will be dispatched to Emergency sites



Approach to Meeting Service Levels
Describe your approach to meeting End User Break-Fix Support service level requirements (specified in Section 3.) including but not limited to: 
a description of your reporting capabilities 
how you will meet or exceed the minimum SLR including detailed descriptions of how the service element is measured 


Sample Reports – not included in page limit
· Include sample reports for the End User Break-Fix Support service measures specified in this RFP.
· Include sample reports from other recent engagements that reflect your performance for similar End User Break-Fix Support service level requirements.


[bookmark: _Toc438206960]General
Limit response to 3 pages.
Describe what differentiates your services from your competitors.


Describe what strategic advantages your organization brings to the relationship. 


Describe how you will ensure compliance with Information Technology Infrastructure Library (“ITIL”) as of the Contract Start Date and will maintain such level of compliance throughout the Term.  


Describe how you will minimize the ServiceNow licensing burden on the state.. 


[bookmark: _Toc438206961]Customer Satisfaction
Approach to Meeting Service Levels
Describe your approach to meeting or exceeding the Customer Satisfaction service level requirements (specified in Section 3.) Limit response to 2 pages.


Sample Recent Engagement Reports
Include sample reports from other recent engagements that reflect its performance for similar Service Desk Support service level requirements.


[bookmark: _Toc438206962]Training Plan
Approach to Meeting Requirements 
Describe your approach to meeting Training requirements (specified in Section 2.4.)  Limit response to 2 pages.


[bookmark: _Toc438206963]Start-Up Plan
The Technical Proposal shall include an initial Start-Up Plan describing the Bidder’s approach to meeting the Start-Up requirements specified in Section 2.5.. Limit response to 15 pages. 
The final Start-Up plan will be negotiated with the Contractor and approved by ITS after award.  The initial proposed Start-Up plan shall include:
Approach to training Contractor staff on ITS systems, processes and procedures and  knowledge base articles
Start-Up strategy (e.g., which services first, how many at a time, how to coordinate management and ticket handling among responsible organizations during the transition)
Knowledge transfer, reverse knowledge transfer and training plans
Roles and responsibilities during the Start-Up period, including Contractor and ITS staff
Communications Plan including methods of communicating progress and issues, as well as recommendations on meeting frequency and attendees
Escalation procedures for addressing concerns during the Start-Up period
Criteria for Contractor acceptance of full responsibilities for services described in the RFP
Start-Up schedule - The Start-Up plan shall include a detailed proposed Start-Up schedule to complete all of the requirements of this RFP. All critical milestones, deliverables, tasks, resources, timeframes, dependencies and the schedules’ critical path shall be clearly delineated within the Start-Up project schedule. The Start-Up project shall include, at a minimum, the milestone deliverable specified in Appendix X – Milestone Deliverables. Bidders are expected to use their experience with similar projects to make recommendations on the required tasks and schedule. 
Bidder acknowledges that any Start-Up plan negotiated between the parties shall include milestone dates.  Such milestone dates shall be of the essence of the contract, as they are required for ITS to meet customer obligations for uninterrupted service. 


[bookmark: _Toc438206964]Risk Management Plan
The Technical Proposal shall include a Risk Management Plan that clearly articulates the methods to be utilized in the identification of potential risks; the procedures utilized to predict the likelihood that a risk will occur; the methods for quantifying the potential impact to the managed service; and, the methods for development of action plans to mitigate the impact of that risk occurrence.  The Bidder should include information regarding best practices and, if applicable, lessons learned during other engagements that have been incorporated into the proposed Risk Management Plan. Limit response to 5 pages.


[bookmark: _Toc438206965]Quality Management Plan
The Technical Proposal shall include a Quality Management Plan that describes the processes and techniques to measure, monitor and control, the quality of the services to ensure that the requirements of this RFP are met.  The Bidder should include information regarding best practices and, if applicable, lessons learned during other engagements that have been incorporated into the proposed Quality Management Plan; examples of bidder cost saving proposals that were implemented during other customer engagements; and describe how Bidder reports on and ensures compliance with regulatory and privacy requirements such as CJIS Security. Limit response to 2 pages.


[bookmark: _Toc438206966]Change Management Plan
The Technical Proposal shall include a comprehensive Change Management Plan that will encompass Organizational change, within a mutually agreed upon timeframe after contract approval for ITS approval. Organizational change allows for the capture of impact to people, process, and culture, within a mutually agreed upon timeframe after contract. Limit response to 2 pages.


[bookmark: _Toc438206967]Part 4 - Key Personnel and Staffing
In this section of the Technical Proposal, Bidders should demonstrate that proposed staff have the necessary knowledge and demonstrated ability to provide the services required by this RFP.   ITS reserves the right to reject any personnel proposed by Bidder and will review and approve any substitutions in staff from those proposed by the Bidder in its Proposal.
[bookmark: _Toc438206968]Key Personnel
The Proposal shall include experience profiles/resumes for all proposed Key Personnel (including any subcontractors) for the following roles using the format below. Limit response to 1 page per person
Engagement Management
ITS Service Desk Management
End User Break-Fix Support Services Management

	Person Name:  
	
	Proposed Role:
	

	Professional associations, certifications, and degrees:
	
	Number of years of relevant experience in the proposed role:
	

	Description of relevant experience:




[bookmark: _Toc438206969]Staffing Plan
Bidders are required to complete a staffing plan that provides the following.  Limit response to 5 pages.
A description of the strategy that will be used by Contractor to acquire human resources with the appropriate skills to staff the engagement and meet the obligations of this RFP.
If subcontractors are to be used, the staffing plan shall describe the specific need for the expertise of the subcontractor and describe the contractual arrangements with the subcontractor.
A description of methodologies Bidder currently uses and will use to minimize or eliminate attrition of employees.
A description of the experience and actual training completed by existing staff to be assigned to the Contract
A description of the training to be provided by Bidder to new hires before they are assigned to the Contract
A description of whether staff will be dedicated to this engagement or shared with other engagement.
A plan to notify ITS of any proposed changes for the key personnel.  Include proposed procedures to replace the Key Personnel with someone possessing equal or greater qualifications if required by ITS.
The staffing plan shall support End User Break-Fix Support for Standard, Priority, Secure and Emergency Services.  To demonstrate to ITS that Bidder can provide the Services, Bidder shall include the following:
The location from which each End User Break-Fix support staff will be dispatched
The areas of NYS that each End User Break-Fix support staff will cover


[bookmark: _Toc438206970]Part 5 - Site Visit Facility Information
ITS will conduct one (1) functional site visit to ensure Bidder can provide adequate facilities for supporting the Service Desk Support  and alert monitoring requirements. It is preferred that the Bidder propose a single service desk and alert monitoring site for ITS visit.. The site(s) identified by the Bidder must be a facility that is representative of the type of facility or facilities that it is proposing to use to perform the work of the scale and scope required by this RFP.  Provide the following details about your facilities and limit response to 3 pages.  
Service Desk Facility
	Name of contractor / sub-contractor operating the facility
	

	Street address
	

	City/state / zip code
	

	Contact name / title
	

	Contact telephone number
	

	Contact email address
	

	Year operations were established
	

	Number of customers supported from this site
	

	Number of service desk agents at this site
	

	Number of call handled annually at this site
	

	Description of the facility including the functionality that can be observed:




Monitoring Facility
	Name of contractor / sub-contractor operating the facility
	

	Street address
	

	City/state / zip code
	

	Contact name / title
	

	Contact telephone number
	

	Contact email address
	

	Year operations were established
	

	Number of customers supported from this site
	

	Number of systems monitored at this site
	

	Description of the facility including the functionality that can be observed:



4

