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1
REQUEST FOR PROPOSAL (RFP) ADMINISTRATION

AND PROCESSxe "1.  rfp ADMINISTRATION AND PROCESS"
1.1
RFP SCHEDULE AND RESPONSE INSTRUCTIONS

Publish RFP




 



06/14/02

Pre-Proposal Conference 






06/28/02

Cut-off Date for Questions






07/05/02

Written Questions & Answers Posted




07/12/02

Receipt of Proposals






08/16/02

Vendor Proposal Presentations





09/13/02

Contract Awarded 







10/04/02

Execute Transition







11/04/02

Transition Complete







 06/27/03

Acceptance Period







 TBD

This schedule is subject to change at the discretion of the City.  Active Proposers will be notified of changes.

1.2
PROPOSAL PACKAGING AND SUBMITTALxe "1.2  Proposal Packaging and Submittal"
External Service Providers (ESP) shall provide their responses in two separately sealed envelopes as follows:

A.  Technical Proposal consisting of:

· One (1) original executed proposal and all supporting material

· Four (4) duplicate copies of the above

· Four (4) CD-ROMs containing electronic copies of the above and all supporting documentation.

B.  Cost Proposal consisting of:
· One (1) original executed cost proposal 

· Four (4) duplicate copies of the above, separately marked and sealed

· Four CD-ROMs containing electronic copies of the above

1.3
ESP RESPONSE CHECKLIST XE "1.3 
ESP Response Checklist" 
The following checklist is provided to assist ESPs in preparing their proposals and submitting them to the City of Minneapolis for consideration.

_____
Complete compliance with mandatory criteria in section 1.4.1 

_____
Full and complete answers to all questions in this RFP Document, providing plans and supporting information where requested.
_____
Provide one (1) original executed proposal.

_____
Provide four (4) duplicate copies of the signed proposal.

_____
Provide four (4) CD-ROMs containing electronic copies of the proposal, Vendor response document (VRD), and all supporting materials in Adobe Portable Document Format (PDF).

_____
Provide cost proposal in a separately marked and sealed package.

1.4
PROPOSAL EVALUATION/AWARDxe "1.4  Proposal Evaluation / Award"
Qualified proposals will be evaluated and acceptance made in accordance with the guidelines within this document and “The City of Proffesional Services Procurement, Contract Monitoring & Real Estate Transactions.”. Under Minnesota state statutes, this is a Request for Proposal (RFP), not a bid.  

The City will evaluate ESP proposals based upon the following:

1.4.1
Mandatory External Service Provider (ESP) response

A qualified ESP must demonstrate the following:

1. Overall capability to provide the services described within this RFP

2. A successful history in government outsourcing
3. The financial stability necessary to support Information & Technology Services (ITS) outsourcing for 7-10 years.
4. The ability to serve as the Prime Contractor and act as a single point of contact for the services described in this RFP. 

5. The ability to provide employment opportunities (Continuity of Employment) for ITS employees displaced by outsourcing.

6. The existence of, or willinginess to establish, or partner with someone to create a data center and outsourcing service operation in Minnesota, preferably in the Twin Cities Metro Area. It is the City’s desire to tranfer its existing data center and operations to the ESP’s data center and outsourcing operations facility. 
7. The ability to accept the transfer of ownership of the City’s Information Technology (IT) assets as a contract requirement.  
8. ESP must meet or exceed all existing City security requirements in conformance with state and federal regulations.

ESP Response – Mandatory ESP Response

a. Will you meet this requirement?  Yes____ No____

b. If your answer to requirement a. is No, please DO NOT respond to this RFP.

c. Give a description about how you will fulfill the desired qualifications mentioned in 1-7 above.

d. A response to question #8 is required in section 8.58.

1.4.2 
Additional selection criteria

9. Prices offered 

10. Ability to meet all requirements in this RFP 

11. A demonstrated, strong mutual interest in partnership alliances 

12. Ability to meet requirements in section 6.2.9 regarding Small and Underutilized Business use.

The evaluation committee may request written clarifications and/or conduct negotiations with any offer.  However, the City may, at its sole discretion, refuse to accept in full or partially, the response to a clarification request given by any ESP. The ESP should be cautioned that the evaluators are not required to request clarification and/or conduct negotiations; therefore, all offers shall be complete and reflect the most favorable terms.

ESP Response – Additional Selection Criteria

a. Will you meet this requirement?  Y____ N____

b. If your answer to requirement a. is No, please DO NOT respond to this RFP.

1.5
POSSESSION AND REVIEWxe "1.5  POSSESSION AND REVIEW"
During the evaluation period and prior to award, possession of the proposals and accompanying information is limited to personnel of the ESP, the Outsourcing Project Team, and the agencies responsible for participating in the evaluation.  ESPs who attempt to gain this privileged information or to influence the evaluation process (i.e. assist in evaluation) will be in violation of purchasing rules and their offer will not be evaluated or considered.

After the City awards the contract, the complete proposal file will be available to any interested persons with the exception of trade secrets.  Any trade secret information must be clearly marked as such in the offer when submitted.

1.6
IMPORTANT NOTICESxe "1.6  IMPORTANT NOTICES" 

Communications concerning this RFP

1.
ALL questions regarding this RFP must be submitted in writing or via e-mail to the contacts 
listed below:  

Please include the following information when communicating questions:

a. Heading:  "ITS Outsourcing RFP"

b. Section/sub-section #

c A description of your question

All questions should be sent to Jean Woog, via US mail or e-mail, using the City of Minneapolis mailing address or e-mail address below. 

Mailing Address
City of Minneapolis
Attn:  ESP Relationship Manager, Jean Woog
350 South 5th Street, Room 125
Minneapolis, MN 55415

E-mail: -  ITSOutsourcingRFP@ci.minneapolis.mn.us
2.
ESP contact regarding this RFP with anyone employed by the City, other than ESP Relationship Manager, may be grounds for rejection of the said ESP’s proposal. 

3.
While it is not anticipated that an awarded ESP will fail to meet the proposal requirements, if such shall occur, the right is reserved to further evaluate the responses to this RFP; and then to recommend and award to the next ESP who's proposal best meets the interests of the City.

4.
All offers are subject to the provisions contained within the RFP. Any other terms and conditions by the ESP, whether inadvertent or intentional, will have no force or effect.

5.
Any costs incurred by the ESP in preparing or submitting offers are the sole responsibility of the ESP. Only information received in response to this request will be evaluated; reference to information previously submitted will not suffice.

1.7
NEGOTIATIONxe "1.7  NEGOTIATION"
The City reserves the right to negotiate with the ESP in response to this solicitation.  If the option to negotiate is invoked, the negotiations shall be conducted by the ESP Outsourcing Project Team and documented in writing and in accordance with the standard language and terms and conditions set forth in this RFP.

1.8
CONTRACT COORDINATIONxe "1.8  CONTRACT COORDINATION"
The City shall establish an ESP Relationship Manager to provide contract management and a City-level oversight function. The ESP Relationship Manager will provide a venue for managing ESP relationships and technical requirements through the City’s decision making body for contract adjustments, amendments, and changes.  The ESP Relationship Manager will also enlist assistance as needed from members of City-level organizations, city and local government users, and vendors.

The City reserves the right to modify or eliminate the role of ESP Relationship Manager or to establish any other contract governance committee or organization that it may deem necessary.


1.9
ADDITIONS/DELETIONS OF QUALIFIED OFFERINGSxe "1.9  Additions / Deletions of Qualified Offerings"
The intent of this RFP is to establish an initial set of service offerings. The City recognizes that, as the use of these services expands, it is possible that additional services and/or service categories will be needed.  In addition, the City recognizes that from time to time hardware and software products that are provided as part of ESP services will be upgraded or replaced as technology evolves.  The City further recognizes that the needs of the agency/contract party may change during the contract period.  In such cases, new services or service categories, may be added to this contract at the sole discretion of the City.  Replacement and/or supplemental hardware and software products that meet or exceed the minimum proposal requirements may be added to this contract without the prior approval of the City.  The price cannot exceed the original proposal cost and/or percentage discount offered per category.  The ESP must submit the request to add new services or service categories on its letterhead signed by a representative authorized to bind the organization, to the ESP Relationship Manager. The City is under no obligation to honor such requests to add service categories or amend this contract. As a method for reviewing ESP services and City requirements, the City will sponsor regular reviews to allow an exchange of requirements and opportunities.  

The timeframe for these reviews will be established by the City's Outsourcing Project Team and continued or terminated at its discretion.

1.10
CONTRACT CHANGES

A process will be developed during contract negotiations for handling minor administrative changes, as they may be needed over the life of the contract.  Major changes will be handled by formal amendments.  If the ESP accepts orders and/or delivers services through other parties such as sub-contractors, then it is the responsibility of the ESP to apprise such parties of all contract changes.

2
VISION OF OUTSOURCING AT THE CITY OF MINNEAPOLIS

The City of Minneapolis is pleased to release this Request for Proposal for the outsourcing of the City’s information technology and associated support services. The City seeks an ESP with strong capabilities and experience in outsourcing, and partnering with large, complex, public-sector organizations. The partnership formed as a result of this process will be founded upon open communications and the City expects full answers to Proposal questions and encourages its ESP candidates to propose alternatives that are in the best mutual interest of both parties. The selected world-class ESP, working in partnership with the City, will provide the resources and expertise necessary to bring about a transformation of the City's information technology systems.

2.1
THE TRANSFORMATION OF CITY GOVERNMENTxe "2.1  THE TRANSFORMATION OF CITY GOVERNMENT" 

The City is transforming its business processes, its financial structure, and the way it provides services to its residents and customers. The Chief Information Office (CIO) has initiated a new business model that emphasizes the delivery of high quality customer service in a cost-effective manner, and encourages the redesign of work processes. 

2.2
BUSINESS PROCESS RE-ENGINEERING XE "2.2  BUSINESS PROCESS RE-EINGINEERING" 
The City recognizes that maximizing the utilization of technology has enormous potential benefits.  IT operational savings will pale in comparison to the operational savings and customer benefits associated with reengineered programs and business processes. These benefits include streamlining and improving the delivery of services and creating savings to move to front-line services. The transformation of our information technology systems will facilitate our ability to reengineer business processes, and to reshape how the City provides services to its customers.  

2.3
THE INTERNET & E-GOVERNMENTxe "2.3  THE INTERNET & E-GOVERNMENT"
The City can reap the benefits of world-class expertise in e-commerce and e-government. The Internet can open the doors to City facilities, 24 hours day, to anyone with access via home or office computers or conveniently located virtual-government kiosks.  Customers will not need to wait in line at City facilities to request official documents, to fill out a job application or submit building plans. 

2.4
CAPITAL INFUSION AND INFRUSTRUCTURE TRANSFORMATION XE "2.4  CAPITAL INFUSION AND Infrastructure TRANSFORMATION" 
The City requires an extensive transformation of the technology infrastructure to effect the desired business transformations. The City wishes to generate capital for infrastructure transformation and refresh of technology through both operational savings and market competition.  The City wishes to "front-load" immediate and necessary infrastructure, software, and applications improvements by means of a multi-year agreement with its chosen prime contractor. The rapid infusion of new technology will lead to immediate staffing and facility savings, while spreading and leveling the costs of the transformation over the total life of the contract.  The City currently invests piecemeal in its technology infrastructure, which has resulted in investment "spikes", infrastructure fragmentation and inefficiencies.  The City spends several million dollars annually for the data center, desktop operations, and networks that are included within the RFP.  Under market and economic pressures, spending is expected to increase annually just for the City to maintain a steady state. In addition, significant infrastructure improvements, and new software and applications would be required in the next five to seven years.  

2.5
THE CITY’S INFORMATION TECHNOLOGY EMPLOYEESxe "2.5  THE CITY’S INFORMATION TECHNOLOGY EMPLOYEES" 
The City of Minneapolis considers its employees to be its most valuable asset. The decision to outsource information technology in no way reflects upon those employees.  Our information technology employees have been burdened by the City's inability to keep up with technology and provide the salaries, the infrastructure, the tools and the training necessary for those employees to function like high-technology employees in the private sector.  City ITS employees know and understand City business processes and legacy systems.  It is the intent of this RFP that provision be made to minimize negative impact on affected City of Minneapolis ITS employees, and provide for continuity of employment for key resources with the awarded ESP. 

2.6
SECURITY AND CONFIDENTIALITYxe "2.6  SECURITY AND CONFIDENTIALITY" 

The City's database systems contain private and confidential health, human services and public safety data that are subject to special statutory protection.  The City will acquire state of the art technology through a partnership with a world-class ESP in order to provide a significant improvement in our ability to safeguard sensitive data.  Many federal, state and local governments and agencies, as well as many private sector organizations such as large banks and retail operations, have outsource data center operations with security requirements at least comparable to the City's security needs.

2.7
RISK MITIGATIONxe "2.7  RISK MITIGATION" 

The City information systems are fragmented, in spite of significant financial investment in technology.  Employee retention is difficult, training is inadequate, and vacancy levels are chronically high.  The City's current information technology systems are already "at-risk.” Outsourcing provides the single best strategy for substantial improvement in information technology that the City requires. Mitigation of risk is an essential element. This RFP contains in-depth descriptions of the services required, levels of service, measurement of outcomes, and incentives and disincentives. Critical attention will be given to each proposal received and to contract negotiations with the selected ESP. The contract will contain detailed provisions that will minimize risk.  The contract will also include disentanglement provisions, in the event that termination of the contract should ever become necessary.  The final success factor will be the creation of a skilled City team to monitor and administer the contract after award and transition of services to the ESP.

2.8
SUMMARYxe "2.8  SUMMARY"
The City of Minneapolis is at a critical juncture with its information technology systems. The City will select a business partner through this RFP process that will provide us with the means to achieve transformation of our information technology services, delivery, and practices. The City intends to substantially upgrade the value of services provided to its citizens, reduce the overall cost of government, and increase the quality of its programs.  

3
GOALS AND CRITICAL SUCCESS FACTORSxe "3.    GOALS AND CRITICAL SUCCESS FACTORS"
3.1
A SINGLE OUTSOURCING RELATIONSHIPxe "3.1  A SINGLE OUTSOURCING RELATIONSHIP"
The City seeks to acquire the services of a single ESP, which will act as a prime contractor responsible for the delivery of high quality IT services to the City. The ESP may use sub-contractors, as appropriate, to ensure that best-of-breed services are provided in all service areas while still complying with section the City's Terms and Conditions as depicted in section 6.2.  In addition, the ESP will have the responsibility of providing a high-level of systems integration, including both technical infrastructure and systems administration. 

To ensure a long-term partnership, an arrangement must be developed to protect the interests of both parties with the flexibility to handle unforeseen situations that arise in the future.  In addition to responding directly to the requests in this RFP, ESPs are encouraged to propose alternatives that they feel are in the best interest of both parties.  This is consistent with the philosophy and spirit of the relationship that the City hopes to build with the selected ESP, including open communications to achieve a mutually successful partnership. 

3.2
LENGTH OF CONTRACT COMMITMENTxe "3.2  LENGTH OF CONTRACT COMMITMENT" 

The City intends to enter into a seven-year contract for services with an option for the City to extend the term for three additional one-year renewal terms. ESPs should also address the relative advantages and disadvantages of a ten-year contract, and its effect on pricing.

3.3
TECHNOLOGY INVESTMENT CURVExe "3.3  TECHNOLOGY INVESTMENT CURVE" 

The City’s desire is to level its annual investment in technology. The City is looking for a pricing proposal that provides a fixed payment schedule throughout the life of the contract.

3.4
INITIAL CAPITAL INFUSIONxe "3.4  INITIAL CAPITAL INFUSION" 

Based on the City’s long-term commitment to the ESP, the City expects the ESP to fund an investment in the City’s infrastructure and enterprise-wide operations.  The City is looking for an ESP who will front-load a capital investment to aggressively implement infrastructure. 

3.5
OPERATIONAL SAVINGS AND REINVESTMENTxe "3.5  OPERATIONAL SAVINGS AND REINVESTMENT" 

Through efficient management, economies of scale, infrastructure improvements and other means, the ESP is expected to reduce overall operating expenses and generate savings for the City. The City and the ESP will establish a package of incentives and performance penalties based on performance criteria.  

3.6
TECHNOLOGY INFRASTRUCTURE REFRESHxe "3.6  TECHNOLOGY INFRASTRUCTURE REFRESH" 

The ESP will be expected to refresh (replace and upgrade) the City’s technology infrastructure on an on-going basis to avoid technological obsolescence. This includes desktop servers and supporting infrastructure equipment as well as other information technology equipment. Due to the current state of equipment at the City of Minneapolis, it is expected that the ESP will propose a technical refresh schedule, which includes a front loading capital investment.
ESP Response – Technology Infrastructure Refresh

a. Will you meet this requirement?  Y____ N____

b. If your answer is yes, tell us how you plan to meet this requirement. 

c. If your answer to requirement a. is No, please DO NOT respond to this RFP.
3.7
PERFORMANCE INCENTIVES & PENALTIES 

The City desires a mutually beneficial relationship with its ESP and offers the ESP an opportunity to obtain a return on its investment commensurate with the City’s improvements and savings. ESP performance incentives for outstanding performance and penalties for failure to meet RFP requirements will be negotiated using business outcome measures as the basis for performance metrics wherever possible.

ESP Response – Performance Incentives & Penalties 

a. Will you meet this requirement?  Y____ N____

b. If your answer to requirement a. is No, please DO NOT respond to this RFP.

4
CITY OF MINNEAPOLIS CURRENT ENVIRONMENTxe "4.    City of minneapolis current environment"
4.1
CITY OF MINNEAPOLIS ORGANIZATIONAL STRUCTURExe "4.1  CITY OF MINNEAPOLIS ORGANIZATIONAL STRUCTURE"
	Organization
	Function/Purpose

	Board of Estimate and Taxation
	Provides technical financial resources to ensure sound debt and fiscal management; provides policy and strategic to the Board; and facilitate bond offerings as approved by Council.

	City Assessor
	Perform the assessment function for all real estate and appropriate personal property.

	City Attorney
	Promote public safety by prosecuting livability and other crimes that occur in the City so that crime is reduced and the residents' feeling of safety within our community is increased.

	City Council
	Establish general policies to ensure the health, safety, life, property and general, social and economic welfare of the City's citizens.

	Civil Rights
	Eliminate discriminatory practices that have an adverse affect on citizens.  

	Civilian Police Review Authority
	Provide a fair and impartial process for review of citizen complaints of misconduct by Minneapolis Police officers.

	City Clerk/Elections

    
	Serves as the resource center for Council Members, City staff and the public for accurate and timely access to all official activities and publications through the business of information management, printing and mailing services for City departments and performs the City's Elections and Voter Registration functions.

	City Coordinator
	Provides decision support, assisting the Mayor and City Council in defining City policy and establishing priorities; initiatives management, ensuring that the Mayor and Council's priorities are implemented; and performance accountability, providing Citizens, Mayor, Council and Department Heads with accurate information to determine the value and productivity of City government.

	Communications
	Maximizes ready access to accurate, timely and understandable information about Minneapolis, taking every opportunity to showcase its successes.  Access to this information is particularly important to certain audiences, including: Minneapolis residents; elected and staff City leadership; City employees; residents of the metropolitan area, the media; resident of Greater Minnesota; and those whose work is important to the quality of life of Minneapolitans.  

	Finance - Treasury, Management Analysis, Financial Services & Budget, Risk Management & Claims, Procurement
	Provides leadership to the City of Minneapolis by protecting, planning and managing of its financial resources.  Major business areas include: executive finance; financial services and budget; management consulting; procurement; risk management and claims, and treasury.

	Fire Department –Emergency Preparedness
	Provides fire, medical and other specialized emergency services, preventing or minimizing the loss of life and property due emergency events and keeping the city safe for the people.

	Human Resources (HR)
	Enables the City to make the best decisions about its human capital investments by: providing employment services to departments with diverse, competent employees; provides employee services such as benefits, fair and equitable salaries, labor negotiation and training; and enterprise services, directing HR functions within departments, administering ADR, RTW/job bank programs.

	Information & Technology Services (ITS)
	Provides information services and application support to City of Minneapolis departments, boards and agencies.

	Intergovernmental Relations-Grants & Special Projects (IGR)
	Serves as a resource for the City in its policy development, priority setting, issue management, grant seeking and government relations initiatives.  This department represents and presents the city policies and priorities at the international, federal, state and regional levels, as well as non-government partnerships and retains and defends local government authority.

	Health & Family Support
	Deliver direct health related service to City and Community enterprises and residents – Public Health laboratory and school based clinics; works with community partners to define and address issues that support the City's capital, families, children and broader human capital development; administer grant fund employment and training dollars; oversee contracts with public and not for profit organizations that support a healthier community; and develop quality assurance models and support for contracted services and public health initiatives.

	Mayor's Office
	Sets forth citywide goals and perspectives to enhance the overall quality of life in the City; assists in developing and implementing policies, programs and project in conjunction with the City Council; and serves as a resource and advocate for constituents.

	Municipal Building Commission (MBC)
	Coordinates budgeting, personnel, contracts, space assignments, labor and operational and capital construction for the care and custody of City Hall.

	Neighborhood Revitalization Program (NRP)
	Works with neighborhood residents, government, nonprofits and the private sector to facilitate and support the development and implementation of a neighborhood plan for each of the City's neighborhood.

	Operations & Regulatory Services – Convention Center
	Provides public assembly space and related services, including equipment, technological services and event expertise to a variety of local, regional, national and international clients so they can entertain, educate, and/or sell products to their clients and guests thus contributing to the economic vitality of the City of Minneapolis by purchasing goods and services and contributing to the tax base.

	Operations & Regulatory Services – Inspections
	Protects building safety and promote community livability.  Primary businesses include: development plan and construction inspection review services ensuring conformity to applicable codes and regulations and housing inspection services providing education and enforcement of the Housing Maintenance and other applicable codes.

	Operations & Regulatory Services - GIS Business Services.
	Manage the Minneapolis' Geographic Information System, coordinating the management of the enterprise Geographic Information Systems (GIS) data and working with customer departments and the public to define and implement their geographic analysis needs.

	Operations & Regulatory Services – Licenses and Consumer Services
	Ensures community health, safety, welfare, environmental quality and economic well being. Primary business include: Business licenses, ensuring compliance with business standard and consumer protection; traffic control, facilitating the movement of pedestrians and vehicles; environmental management, protecting and enhancing the air, water, land and other natural resources; lead hazard control/healthy housing, preventing and responding to childhood lead poisoning, food safety, protecting citizens from food born illnesses; and animal control, facilitating relationships between citizens and animals.

	Planning
	Develop plans to guide public and private investment and activities that implement the City's comprehensive plan; produce research and present analysis to guide and support policy development decision making; review proposals for development to ensure compatibility with City's comprehensive plan, zoning code, code of ordinances, and regulations; and promote recognition, preservation and reuse of landmarks, properties in historic districts and other historic resources.

	Police Department/Emergency Communication Center (ECC)
	Reduce crime and increase public safety through; implementation of crime reduction strategies; educating citizens and promoting the prevention of crimes; responding to citizen calls for service (911); enforcing the law and prosecuting offenders; and enforcing traffic laws to keep the streets safe for vehicular and pedestrian traffic.

	Public Works  - Administration, Engineering Services, Property Services, Equipment Services, Solid Waste & Recycling; Water Treatment & Distribution, Field Services, Transportation & Parking


	Builds and maintains the public infrastructure of the City, and provides basic products and services to support a high quality urban environment by: providing a strong, safe and cost-effective infrastructure; providing an adequate supply of quality water; managing residential solid waste; manage vehicular and pedestrian traffic/parking; ensuring a clean, safe public right-of-way; and supporting the City's internal operations (equipment, services and facilities).


4.2
CURRENT ITS ORGANIZATIONAL STRUCTURExe "4.2  CURRENT ITS ORGANIZATIONAL STRUCTURE" 

MISSION STATEMENT

Vision:
ITS will be a national leader by establishing a virtual City of Minneapolis.

Mission:
ITS will provide effective and reliable information services to support:

· Efficient management of city government

· Easy access to City products and services

· Measurement of City business units' performance
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Business
	Function/Purpose
	Service Activities

	Administration
	Administration ensures that the "business" of IT runs as smoothly and effectively as possible.  Serves to coordinate the interfaces between ITS, Finance, and HR.  Administers contracts for purchases, maintenance, and staff augmentation and project staff. Prepares and presents budgets, and monitors variances against the approved budget. Manages and supports CIO administrative needs.

Customers served by this business

Internal ITS staff is the primary customer of Administration; however, Administration aids Finance and HR in inter-related processes with these two departments. 
	Coordinates ITS finances, including operating and capital budgets

Administers vendor professional services contracts, equipment maintenance contracts and hardware and software licenses and leases.

Coordinates and manages human resource realignment

Processes vendor invoices.

	Business Applications and Customer Relations Division


	To provide relationship management for business clusters served by ITS. 

The Division functions as the primary ITS interface for all City departments. The Division’s focus is on Customer relations, which includes defining and monitoring of service level agreements.  Furthermore, the division provides business-consulting services

Customers served by this business:
Customer Relations has primary customer responsibility for all City of Minneapolis departments that are supported by ITS.  They have secondary customer responsibility to ITS Executive Management for monitoring and providing back ITS customer satisfaction.


	Conducts customer satisfaction surveys.

Manages service level agreements.

Translates business needs to functional specifications.

Defines ITS services available to our customers.

Provides application maintenance and support.

Meets with City department’s management for advanced business planning.

Manage vendor contracts for enterprise business systems.

Provide consulting services to define customer department IT needs


	Information Technology Operations Division


	This Division's business is to implement and maintain the City's information technology infrastructure through five major service activities:

· Telephony Services

· Security Services

· System and Infrastructure

· Data Center Operations

· Client Support

Customers served by this business:
Technical Operations has primary customer responsibility for all ITS supported City of Minneapolis departments and organizations.  It has secondary customer responsibility for all external individuals and organizations that have a need to access the City of Minneapolis’ web site.  Technical Operations also has secondary customer responsibility for county, state and federal agencies that need to share or transfer information with the City.


	Telephony Services provides voice communications.
Security Services electronically guards the City, internally and externally, against computer virus attacks and hacking attempts into the City's network and information resources.

Systems & Infrastructure provides network planning, design and management, server and database administration, backup/recovery, planning and execution, storage management and remote access administration.

Data Center Operations provides printing services, batch processing, disaster recovery, production server installations, monitoring and maintenance.

Client Support provides desktop support - including workstation image standardization, electronic software distribution, desktop anti-virus management and software inventories

	Program Management Division (PMD)


	The Program Management Division translates City (Real Time Strategic Planning Forum (RTSF)/Strategic Information Systems Planning (SISP)) program goals into strategic direction and tactical business objectives, develops executable project plans from the business objectives and defines scope, resources, schedules and budgets for the project plans.  Manage project implementation.

Customers served by this business

The ITS Program Management Division serves all City of Minneapolis departments during business system implementation projects or upgrades of consequence.  The PMD is also currently available to assist City departments in initial business needs assessment and project justification for prospective business systems improvement. 


	Develops executable project plans and budgets from the business objectives.

Delivers IT solutions integrated into the Enterprise infrastructure.

Combines appropriate enabling technology, existing IT applications/infrastructure & commercial products into cost effective IT solutions.

Researches and proposes "Make vs. Buy" decisions that deliver tactical IT solutions through strategic project management.

Directs the design, evaluation, selection and deployment of hardware, software and network infrastructure to address specific project requirements.

Mitigates risk on complex IT projects and Citywide strategic IT initiatives through the effective use of industry research, feasibility studies, demonstration vehicles, production pilots and business process modeling.

Assess organizational, technological and financial impact of migrating departmental business processes, applications and technology infrastructure to an enterprise City business model.

	Information Access Division
	Information Access provides structure, guidelines, policies and technology for Web access to City information.  The Division manages Internet and Intranet content and site design, develops and maintains web applications, supports the data warehouse and City Reporting system and provides oversight for the City's telephone operators. 

Customers served by this business:

Customers include all departments, constituents and organizations that require access to the City’s Intranet, Extranet, Internet, or data warehouse to gather information or conduct business.  Data Warehouse and City Reporting serves most City of Minneapolis departments.


	Web Site Management provides web design, content management and usability testing and site usage analysis as primary deliverables.
Web development translates business requirements for a proposed business system into technical requirements that define user interface and data access needs for the system.  This group designs, develops, tests and deploys production Web applications.

Data Warehouse maintains the City’s current platform for enterprise decision support information.  The warehouse is used by a multitude of business systems for performance and status reporting.

City Telephone Operations provides operator support for businesses and constituents that call in through the City’s main number.


	Action Center
	Functions as the City's IT Help Desk and central point for all customer service requests.  All customer requests for service, including calls for trouble resolution will be logged and routed for disposition to the appropriate organizations. Trouble resolution takes precedence over all other ITS activities.

Customers served by this business

The Action Center's primary customer's are the City of Minneapolis employees that log onto CityNet and are support by ITS.  The Action Center has ITS Executive Management as a secondary customer as the business unit is responsible for identifying significant user issues and provides ITS support performance metrics.
	Facilitates Customer communications.

Receives, records, dispatches and monitors requests for ITS services.

Escalates trouble resolution as defined in ITS departmental policy to ensure timely communication to customer.

Provides ongoing education and user guidance in the use of City standard software and enterprise applications.

Provides ITS Management Information Reporting.

	Media and Cable Services Division
	Leads the City in developing and coordinating telecommunications provider activities including franchise management and service delivery.  Also, facilitates City departments use official, video and emerging technology resources.

Customers served by this business

Telecommunications serves the interests of City residences and businesses regarding telecom services.  In this function they provide secondary customer support to new and existing telecommunications providers.  Media Services provides customer service to all City of Minneapolis departments and elected officials through communication of official meetings and publicized departmental goals.


	Develops and administers coordinated telecommunication ordinance.

Manages the City’s video services and production facility.

Facilitates Institutional Network design

Manages telecomm franchise agreements and contracts.

Facilitates entry of providers of telecommunications services into the City.



	IT Architecture
	ITS Architecture is a staff function in the department whose primary role is to serve as an information technology officer for the department and the City.  In this capacity the business of architecture is to understand the information technology and service needs of departmental customers, constituents and organizations requiring business interactions with the City of Minneapolis, and establish ways of satisfying identified business needs through the adoption and integration of appropriate technologies.  ITS architecture is also responsible for leading internal ITS operational process development and ongoing refinement.  This responsibility includes departmental strategic and tactical planning, and regulation of operational policies and procedures.

Customers served by this business:
Architecture has equal customer responsibility for internal ITS divisions and staff, ITS supported City of Minneapolis departments and organizations, and constituents and businesses in the City of Minneapolis.
	Develops and maintains a strategic information services plan that includes process, application, data and development methodologies that support city wide strategic business directions.

Develops and maintains information architecture frameworks and standards.

Monitors development of projects.



5
Proposal proforma XE "11    Proposal proforma"  

5.1
PROPOSAL FORMAT XE "11.1  PROPOSAL FORMAT" 
5.1.1
General Instructions

The following are general instructions for formatting responses to the City's RFP:

a) Proposals should be assembled in binders with appropriate tabs for each section

b) Binders for the technical sections, and another one for the cost proposal

c) Dividers for each sections, and page break for each subsection.

5.1.2
Proposal Outline 

The proposal must be organized according to the format outlined below. Vendors must prepare a written response to each section and provide the greatest amount of detail possible regarding how the vendor proposes to address all the service requests for the City of Minneapolis contract. These responses must specifically address all City of Minneapolis terms and conditions and requirements detailed throughout the RFP.

1.0 Executive summary

2.0 Vendor profile

3.0 Requirements Response

4.0 Proposed Services

5.0 Conformance with the City of Minneapolis Terms and Conditions

6.0 Personnel (City of Minneapolis affected employees)

7.0 Other considerations (e.g., transition plan)

8.0 Pricing proposal

9.0 Appendices and attachments

5.1.3
Proposal Response Format

	1)   
Vendor Profile

	1.1
	Organization Overview

	1.2
	Outsourcing Business Profile and Strategy

Current market position and strategy

Future vision and strategy

	1.3
	Customer Base

Profiles: geography area, industry type, company size, type of services provided

Customer references: five (5) current customers and five (5) former customers

	1.4
	Business Condition

Audited financial statements for last five (5) years

% of business dedicated to Outsourcing

	1.5
	Technical Qualifications

Profiles of principal employees

Technical honors

Quality certification and honors

Documentation of current facilities and projects

Service/business continuity provisions

	1.6
	Management Practices and Procedures

Relationship management

Change management

Problem management

Quality management

Personnel management

Performance management

Security management

Service continuity management

Project management

	1.7
	Use of benchmarking

	1.8
	Use of sub-contractors

	1.9
	Business Process Best Practices

	1.10
	Litigation and Business Disputes

	1.11
	Conflict of Interest

Ownership, competitor customers

	1.12
	Insurance Coverage

Workers' compensation, employer's liability, general liability, automobile liability


The Requirements Matrix should include:

a) A one-page summary  “will you meet this requirement” checklist referenced to the RFP sections.

b) A table with specific responses to requirements by RFP section (See following examples).

	2)   
Requirements

	General Instructions to Vendors

	
	YES
	NO
	Will you meet the requirement?
	RFP Section(s)

	2.1
	
	
	Mandatory Compliance Requirements
	6.2

	2.2
	
	
	Local Area Network (LAN)/Wide Area Network (WAN)/ Remote Communication 
	9.3.1

	2.3
	
	
	Server-based Platform
	9.4

	2.4
	
	
	End-user Platform Requirements 
	9.5


	3) 
 Proposed Services

	General Instructions to Vendors

	Vendors MUST clearly indicate their approaches to providing the full range of services documented in this RFP.  Vendors may provide additional information as needed.

	Layout
	
	RFP Section(s)

	3.1
	Technical Operations Service Level Requirements
	9.1

	3.2
	LAN/ WAN/ Remote Communication 

Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.
	9.3.1

	3.3
	Server-based Platform

Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.
	9.4



	3.4
	End-user Platform Requirements

Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.
	9.5


5.2
PRICING PROPOSAL XE "11.2  Pricing Proposal" 
5.2.1
Pricing Proforma 

The pricing matrices delineate the pricing elements for each service area that your organization shall price on a monthly unit basis or hourly rate as indicated in the pricing matrices. ESPs should complete the pricing matrices based on the City's volume projections specified for a seven-year contract term. In addition the City anticipates the annual rolled up price will decrease over the term of the contract to reflect a decreasing per unit cost over time due to improvements in IT infrastructure and operations management methods that yield more efficient operations. For purposes of completing the pricing matrices, make the following assumptions and provide the information as instructed in the matrices below:

· The pricing matrices contain a comprehensive set of unit measurements. The units are the 
complete measurements for all services, tasks, and obligations to be performed by the ESP for the City and no additional measurements of resource usage or compensation should be added for 
pricing purposes.

· Unless otherwise stated, the unit prices should be fully loaded (i.e: inclusive of all costs including 
equipment, software, taxes, labor, out-of-pocket expenses and other expenses).

· The baseline unit usage or compensation volumes should be stated in the matrices. These volumes 
reflect production requirements. Test environments are the responsibility of the ESP.

· "MAC's" (i.e., moves, adds, and changes) should be included as a component of the respective unit to which they apply (e.g., the Desktop Operations per seat price should include the MAC charges). The City assumes one (1) MAC per desktop user each year, excluding initial installation. For purposes of this RFP, please complete the pricing matrices accordingly.

· List prices should be stated in constant dollars without cost of living or inflationary adjustments. In 
the Assumptions and Notes Document state your proposed approach to address these cost 
factors.

· Level monthly billing will be in arrears with quarterly reporting on unit usage or consumption and a 
quarterly true-up to actual unit usage or consumption.

· The unit prices will remain as stated provided that City's usage or consumption is within plus or 
minus 10% of the volumes stated in the pricing matrices.

Your organization's business proposal must include any assumptions your organization has made and must also describe specific due diligence activities required to eliminate such assumptions, because final pricing in the definitive Service Agreement will not be subject to any assumptions or contingencies of any kind.

The pricing matrices are composed of three components - Baseline Services, Transition Cost, ESP Capital Investment and termination for convenience Charges. Below is a description of these components:

· Baseline Services - All key pricing elements with respect to the requested services should be reflected in the appropriate matrix based on the annual volumes provided and rolled up on the matrix provided. The volumes are based on the current Asset Inventory and other sources, however they have been modified to reflect the City's best understanding of its current requirements.

· Transition Cost - All costs specific to the City's transition of all the required Technical Operations services that go through the ESP's environments, platforms, methods or standards should be reflected on a line item basis in the pricing matrix provided.

· ESP Capital Investment - All ESP capital investment in the City and its IT infrastructure should be reflected on a line item basis in the matrix provided.

5.2.2
Pricing Proposal Format

Below is a list of the detailed pricing matrices and a diagram outlining their relationship. In addition to the matrices defined here, an assumptions document should be included to describe any points of clarification or assumptions that were utilized. Topics that should be addressed include the approach and proposed cost profile for nonstandard delivery requirements or equipment for both acquisition and on-going support and any unique volume ceiling or floor that would result in a change in pricing. The points in the Assumptions Document should reference the relevant matrix and the specific financial figure.

Pricing Matrices

	Baseline Services Summary
	A

	Baseline Services by Pricing Element
	B

	Detail Pricing Matrix
	C

	Transition Cost Matrix
	D

	ESP Capital Investment Matrix
	E

	Profile of Capital Investment
	F  (Proposal should include a narrative Word document)

	Capital Investment usage profile
	G  (One for each year)

	Residual Credit Value for City Assets
	H

	Notes and Assumptions Document
	I  (Proposal should include a narrative Word document)


Note: Unit prices for baseline services should be fully loaded and inclusive of the transition and investment costs during the term of the contract; these are not additional fees to the City.
5.2.3
detailed pricing  

The following diagram outlines the relationships between the requested pricing matrices.













	Workstation Pricing 
(Prices are Per Seat)
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	Workstation
	Standard
	Premium
	Enhanced
	
	
	
	

	 Application Software (Tier 1 and 2)
	
	
	
	
	
	
	

	Help Desk Support
	
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	
	

	 Systems S/W Maint
	
	
	
	
	
	
	

	 Application S/W Support 
	
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	
	

	 Software Refreshment 
	
	
	
	
	
	
	

	 Moves/Adds/Changes Hardware
	
	
	
	
	
	
	

	 Moves/Adds/Changes Software
	
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	
	

	 Systems Administration
	
	
	
	
	
	
	

	 Shared Peripheral Service
	
	
	
	
	
	
	

	 File Service
	
	
	
	
	
	
	

	 Local Data Backup and Restore 
	
	
	
	
	
	
	

	 Loaner Pool Management
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Thin Client
	Standard
	Premium
	Enhanced
	
	
	
	

	 Application Software (Tier 1 and 2)
	
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	
	

	 Systems S/W Maint
	
	
	
	
	
	
	

	 Application S/W Support 
	
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	
	

	 Software Refreshment 
	
	
	
	
	
	
	

	 Moves/Adds/Changes Hardware
	
	
	
	
	
	
	

	 Moves/Adds/Changes Software
	
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	
	

	 Systems Administration
	
	
	
	
	
	
	

	 Shared Peripheral Service
	
	
	
	
	
	
	

	 File Service
	
	
	
	
	
	
	

	 Local Data Backup and Restore 
	
	
	
	
	
	
	

	 Loaner Pool Management
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Laptop
	Standard
	Premium
	Enhanced
	
	
	
	

	 Application Software (Tier 1 and 2)
	
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	
	

	 Systems S/W Maint
	
	
	
	
	
	
	

	 Application S/W Support 
	
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	
	

	 Software Refreshment 
	
	
	
	
	
	
	

	 Moves/Adds/Changes Hardware
	
	
	
	
	
	
	

	 Moves/Adds/Changes Software
	
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	
	

	 Systems Administration
	
	
	
	
	
	
	

	 Shared Peripheral Service
	
	
	
	
	
	
	

	 File Service
	
	
	
	
	
	
	

	 Local Data Backup and Restore 
	
	
	
	
	
	
	

	 Loaner Pool Management
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	
	


	PDA
	Standard
	Premium
	Enhanced
	
	
	
	

	 Application Software (Tier 1 and 2)
	
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	
	

	 Systems S/W Maint
	
	
	
	
	
	
	

	 Application S/W Support 
	
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	
	

	 Software Refreshment 
	
	
	
	
	
	
	

	 Moves/Adds/Changes Hardware
	
	
	
	
	
	
	

	 Moves/Adds/Changes Software
	
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	
	

	 Systems Administration
	
	
	
	
	
	
	

	 Shared Peripheral Service
	
	
	
	
	
	
	

	 File Service
	
	
	
	
	
	
	

	 Local Data Backup and Restore 
	
	
	
	
	
	
	

	 Loaner Pool Management
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	


	Engineering and Development
	Standard
	Premium
	Enhanced
	
	
	
	

	 Application Software (Tier 1 and 2)
	
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	
	

	 Systems S/W Maint
	
	
	
	
	
	
	

	 Application S/W Support 
	
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	
	

	 Software Refreshment 
	
	
	
	
	
	
	

	 Moves/Adds/Changes Hardware
	
	
	
	
	
	
	

	 Moves/Adds/Changes Software
	
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	
	

	 Systems Administration
	
	
	
	
	
	
	

	 Shared Peripheral Service
	
	
	
	
	
	
	

	 File Service
	
	
	
	
	
	
	

	 Local Data Backup and Restore 
	
	
	
	
	
	
	

	 Loaner Pool Management
	
	
	
	
	
	
	

	Total
	
	
	
	
	
	
	


	Network Access                    
(Prices are Per Connection)

	
	1
	2
	3
	4
	5
	6

	         LAN
	
	
	
	
	
	

	         Wan
	
	
	
	
	
	

	         Remote
	
	
	
	
	
	


	Printing Platform Pricing (Prices are Per Printer)

	
	Standard
	Premium
	Enhanced

	Personal Black and White
	
	
	

	Duplex
	
	
	

	 HW Maintenance 
	
	
	

	 Systems S/W Maint.
	
	
	

	 Hardware Refreshment 
	
	
	

	 Moves/Adds/Changes 
	
	
	

	 Hardware
	
	
	

	 LAN Services 
	
	
	

	Int. Customer. Support/Help 
	
	
	

	 System Administration 
	
	
	

	Total
	
	
	


	
	Standard
	Premium
	Enhanced
	
	
	

	Personal Color
	
	
	
	
	
	

	Duplex
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	

	 Systems S/W Maint.
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	

	 Moves/Adds/Changes 
	
	
	
	
	
	

	 Hardware
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	

	 System Administration 
	
	
	
	
	
	

	Total
	
	
	
	
	
	


	
	Standard
	Premium
	Enhanced

	Networked Black & White
	
	
	

	Duplex
	
	
	

	 HW Maintenance 
	
	
	

	 Systems S/W Maint.
	
	
	

	 Hardware Refreshment 
	
	
	

	 Moves/Adds/Changes 
	
	
	

	 Hardware
	
	
	

	 LAN Services 
	
	
	

	Int. Customer. Support/Help 
	
	
	

	 System Administration 
	
	
	

	Total
	
	
	


	
	Standard
	Premium
	Enhanced
	
	
	

	Networked Color
	
	
	
	
	
	

	Duplex
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	

	 Systems S/W Maint.
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	

	 Moves/Adds/Changes 
	
	
	
	
	
	

	 Hardware
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	

	 System Administration 
	
	
	
	
	
	

	Total
	
	
	
	
	
	

	
	
	
	
	
	
	


	
	Standard
	Premium
	Enhanced
	
	
	

	Special Purpose
	
	
	
	
	
	

	Duplex
	
	
	
	
	
	

	 HW Maintenance 
	
	
	
	
	
	

	 Systems S/W Maint.
	
	
	
	
	
	

	 Hardware Refreshment 
	
	
	
	
	
	

	 Moves/Adds/Changes 
	
	
	
	
	
	

	 Hardware
	
	
	
	
	
	

	 LAN Services 
	
	
	
	
	
	

	Int. Customer. Support/Help 
	
	
	
	
	
	

	 System Administration 
	
	
	
	
	
	

	Total
	
	
	
	
	
	

	
	
	
	
	
	
	


	Software Tier Pricing
	Base
	Admin Fee

for Additional

	Tier 1 Software
	
	

	Tier 2 Software
	
	

	Tier 3 Software
	
	

	Tier 4 Software
	
	

	Total
	
	


	Server Pricing
	Each Server
	Quantity
	Extended Total
	
	
	

	Web Server
	
	
	
	
	
	

	Application Server
	
	
	
	
	
	

	Database Server
	
	
	
	
	
	

	File Storage and Print Server
	
	
	
	
	
	

	Thin Client Server
	
	
	
	
	
	

	Total
	
	
	
	
	
	


5.2.3
ESP Capital Investment

The City views the ESP as its business partner and expects that the ESP will make certain capital investments, both immediately and during the term of its relationship with the City. The City seeks a provider who will finance the immediate improvement of the City's IT infrastructure and support services to the extent necessary to deliver the enhanced services defined within the scope of this RFP. To that end, the City expects the ESP to acquire the City's IT assets described in this RFP. In lieu of paying the City for its IT assets, the City's preference is that acquisition value of these assets be reinvested into the City's IT infrastructure and support services. Please include in your pricing proposal responses to the following:

a) Describe the types and amounts of capital investments that your organization proposes to make for the City in connection with providing the services that are within the scope of this RFP and upgrading the City's IT infrastructure. The ESP's Capital Investment Matrix should reflect the timing and amount of these investments.

b) What is the amount of capital investment you attribute to the acquisition of the City's IT assets?

c) Describe in detail the methodology by which your organization will pass on to the City the cost of such capital investment, including any internal interest calculation or other cost of funds components associated with this methodology. Explain any assumptions or models that your organization has incorporated into the methodology.

d) What portion, if any, of the cost of the capital investments your organization proposes to make will not be passed on, either directly or indirectly, to the City but will be absorbed by your organization?

5.2.4
Added Value Offerings

The City believes that this initiative and the City's position as a customer in the IT marketplace offers it a unique opportunity to bring added value benefits to City residents and the entire community. We encourage ESP's to propose creative offerings in addition to providing the IT infrastructure services specified in the RFP to the City. ESP's will be evaluated, in part on creative community-oriented offerings to the City and its residents. These offerings are obviously at the discretion of the ESP but your organization could consider enhancements to the City's education and economic development initiatives. These added value offerings could include the following:

· Enhance computer technology literacy throughout the City.

· Improving citizen access to City services by assisting the City in implementing Common Contact Center.

· Developing research and development relationships with educational facilities in the City.

· Providing Internet access to educational facilities in the City.

· Advancing the use of distant, remote or distributed learning programs.

· Offering computer hardware, software, network infrastructure, administrative services, and training to schools and other educational facilities in the City.

· Locate an e-Government application Center of Excellence in the City.

· Provide pricing agreements and discounts to neighborhood groups participating in the Minneapolis Neighborhood Information System, City Boards, Independent Agencies and Community Livability Initiatives.

· Provide Kiosk access at strategically placed City locations.

Describe the added value your organization could offer the City, both immediately and in the long term, beyond providing IT infrastructure services to the City, as required by the RFP.

a) What facilities does your organization maintain within the City that employs City residents? How would your organization expand these facilities if selected as the City's IT External Service Provider? Would your organization locate any new facilities within the City?

b) What steps could your organization take to foster job retention and creation within the City?

c) What additional value has your organization offered to its customers in connection with providing services to them similar to listed above.

6
terms and conditionsxe "10    terms and conditions"
6.1
GENERAL REQUIREMENTSxe "10.1  GENERAL REQUIREMENTS" 
The General Requirements are terms and conditions that the City expects all of its contractors to meet.  By proposing, the ESP agrees to be bound by these requirements unless otherwise noted in the proposal. The ESP may suggest alternative language to any section.  Some negotiation is possible to accommodate Proposal’s suggestions.  Some requirements, however, reflect unique elements of Minnesota Law and therefore cannot be altered.

6.1.1
City’s Rights 

The City reserves the right to reject any or all proposals or parts of proposals, to accept part or all of the proposals on the basis of considerations other than lowest cost, and to create a project of lesser or greater expense and reimbursement than described in this RFP, or the respondent’s reply based on the component prices submitted.

6.1.2
Interest of members of City 

The Contractor agrees that no member of the governing body; officer, employee or agent of the City shall have any interest, financial or otherwise, direct or indirect, in the Contract.

6.1.3
Equal opportunity statement 

The contractor agrees to comply with the provisions of all applicable federal, state and City of Minneapolis statutes, ordinances and regulations pertaining to civil rights and nondiscrimination including, without limitation, Minnesota Statutes, Section 181.59 and Chapter 363, and Minneapolis Code of Ordinance, Chapter 139, incorporated herein by reference.

6.1.4
Non-Discrimination

The Contractor will not discriminate against any employee or applicant for employment because of race, color, creed, religion, ancestry, sex, national origin, affection preference, disability, age, marital status or status with regard to public assistance or as a disabled veteran or veteran or the Vietnam era.  Such prohibition against discrimination shall include, but not be limited to, the following: employment, upgrading, demotion or transfer, recruitment or recruitment advertising, layoff or termination, rates of pay or other forms of compensation and selection for training, including apprenticeship.

The ESP shall agree to post in conspicuous places, available to employees and applicants for employment, notices to be provided by the City, setting forth this nondiscrimination clause. In addition, the ESP shall, in all solicitations or advertisements for employees placed by or on behalf of the ESP, state that all qualified applicants will receive consideration for employment without regard to race, creed, religion, ancestry, sex, national origin, affectional preference, disability, age, marital status or status with regard to public assistance or status as disabled veteran or veteran of the Vietnam era, and comply in all other aspects with the requirements the Minneapolis Code of Ordinances, Chapter 139.

6.1.5
Transfer of interest

The Contractor shall not assign any interest in the Contract, and shall not transfer any interest in the same either by assignment or novation without the prior written approval of the City, provided, however, that claims for money due or to income due to the contractor may be assigned to a bank, trust company or other financial institution, or to a Trustee in Bankruptcy without such approval.  Notice to any such assignment or transfer shall be furnished to the City.  Subsequent to the contract initiation, the Contractor shall not further subcontract any services under this contract without prior written approval of the City Department ESP Relationship Manager designated herein.

6.2
COMPLIANCE REQUIREMENTSxe "10.2  COMPLIANCE REQUIREMENTS" 

6.2.1
Compliance Requirements

All Contractors hired by the City of Minneapolis are required to abide by the regulations of the Americans with Disabilities Act of 1990 (ADA) which prohibits discrimination against individuals with disabilities.  The Contractor will not discriminate against any employee or applicant for employment because of their disability and will take affirmative action to ensure that all employment practices are free from such discrimination.  Such employment practices include but are not limited to the following: hiring, promotion, demotion, transfer, recruitment or recruitment advertising, layoff, discharge, compensation and fringe benefits, classification, referral and training.  The ADA also requires contractors associated with the City of Minneapolis to provide qualified applicants and employees with disabilities with reasonable accommodation that does not impose undue hardship.  Contractors also agree to post in a conspicuous place, accessible to employees and applicants, notices of their policy on non-discrimination.  The above requirements also apply to the Minnesota Human Rights Act, Minnesota Statute Chapter 363.

In the event of the contractor’s noncompliance with the non-discrimination clauses of this contract, this contract may be canceled, terminated, or suspended, in whole or part, and the contractor may be declared ineligible by the Minneapolis City Council from any further participation in City contracts in addition to other remedies as provided by law.

6.2.2
General Compliance

The Contractor agrees to comply with all applicable Federal, State and local laws and regulations governing funds provided under this contract.
6.2.3
Independent Contractor 
Nothing contained in this agreement is intended to, or shall be construed in any manner, as creating or establishing the relationship of employer/employee between the parties.  The Contractor shall at all times remain an independent contractor with respect to the services to be performed under this Contract.  Any and all employees of Contractor or other persons engaged in the performance of any work or services required by Contractor under this Contract shall be considered employees or sub-contractors of the Contractor only and not of the City; and all claims that might arise, including Workers’ Compensation claims under the Worker’s Compensation Act of the State of Minnesota or any other state, on behalf of said employees or other persons while so engaged in any of the work or services provided to be rendered herein, shall be the sole obligation and responsibility of contractor.
6.2.4
Retention of Records 

The Contractor shall retain all records pertinent to expenditures incurred under this contract for a period of three years after the resolution of all audit findings.  Records for non-expendable property acquired with funds under this contract shall be retained for three years after final disposition of such property.

6.2.5
Accounting standards 

The Contractor agrees to maintain the necessary source documentation and enforce sufficient internal controls as dictated by generally accepted accounting practices to properly account for expenses incurred under this contract.
6.2.6
Inspection of records 

All Contractor records with respect to any matters covered by this agreement shall be made available to the City or its designees at any time during normal business hours, as often as the City deems necessary, to audit, examine, and make excerpts or transcripts of all relevant data. Said records are subject to examination by the Minnesota State Auditor Pursuant to Minn. Stat. §6.551 and 16C.05, Subd. 5.
6.2.7
Data practices 

The Contractor agrees to comply with the Minnesota Government Data Practices Act, Minnesota Statute Chapter 13 and all other applicable state and federal laws relating to data privacy or confidentiality. The Contractor must immediately report to the City any requests from third parties for information relating to this Agreement.  The City agrees to promptly respond to inquiries from the Contractor concerning data requests.  The Contractor agrees to hold the City, its officers, and employees harmless from any claims resulting from the Contractor’s unlawful disclosure or use of data protected under state and federal laws.

6.2.8
Living wage policy 

All Contractor employees will be paid at least a living wage.  The definition of a Living Wage is at a minimum 110 percent of the current year federal poverty level for a family of four as provided by the federal Department of Health & Human Services for a contractor that does not supply employer-paid health insurance and 100 percent for a contractor that does supply employer-paid health insurance.
6.2.9
Small & Underutilized Business Program (SUPB) requirements 

The ESP must comply with the Small & Underutilized Business Enterprise Program (SUBP), as outlined in Minneapolis City Ordinance Chapter 423 (the “(SUBP) Ordinance”).  The SUBP Ordinance applies to any construction/development project or part thereof, in excess of one hundred thousand dollars ($100,000), and any contract for the provision of goods and services in excess of fifty thousand dollars ($50,000). In compliance with the terms and conditions of this agreement, the rules and regulations as promulgated by the manager of the SUBP and the SUBP Ordinance, the ESP must complete and submit as a part of their proposal, Appendix One, “Every Available and Reasonable Effort Criteria Questionnaire,” and Appendix Two, “Contractor Participation Form.”

6.2.9.1 appendix one & appendix two required by the City of Minneapolis

· Appendix One – This form is called “Every Available and Reasonable Effort Criteria 
Questionnaire”. Please refer to the Addendum at the end of this document to retrieve this 
form.

· Appendix TWO – This form is called “Contractor Participation – City of Minneapolis, Woman, 
Minority, and Small Business Utilization Plan”. Please refer to the Addendum at the end of this 
document to retrieve this form.

Each ESP, including ESPs that are Women Business Enterprise (WBE) and/or Minority Business Enterprise (MBE), must complete and submit with its proposal the “Every Available and Reasonable Effort Criteria Questionnaire,” Appendix One, and “Contractor Participation Form, Appendix Two”.  ESPs that are W/MBEs are encouraged to further contract with other W/MBEs for procurement of goods, services and materials.  

The commitments made by each ESP will be reviewed during the proposal evaluation process.  Failure to complete and/or submit the “Every Available and Reasonable Effort Criteria Questionnaire,” Appendix One, and the “Contractor Participation Form,” Appendix Two, with the proposal and provide written documentation of the Proposers efforts or activities to meet the goals as described below, shall be grounds for rejecting a proposal as non-responsive.

Upon recommendation of award to the apparent successful ESP, if the established goals have not been met, then the ESP will be presumed to have made every available and reasonable effort to secure participation.  However, if the established participation levels are not met, then the City of Minneapolis will make the final determination as to whether the ESP made sufficient efforts to achieve the established goals.  Compliance will be determined on a case-by-case basis.  

6.2.9.2
Documentation of whether the ESP engaged in the 

following activities is required to be submitted with the 

proposal and is relevant to the City’s determination
· Contacted the Minneapolis Department of Civil Rights for information on how to contact Women Business Enterprises (WBE)/Minority Business Enterprises (MBE) and how to qualify as a W/MBE;
· Advertised (or posted notices) in general circulation, community newspapers, and with service organizations such as Urban League, Summit Academy OIC, MDCR, MPHA, YouthBuild, MEDA, NAMC, and Women Venture concerning the subcontracting and employment opportunities.
· Utilized the services of women and minority contractor organizations, community organizations, recruitment resources, and business assistance agencies to provide assistance identifying and recruiting women-owned and minority-owned firms.  Such service 
organizations include Urban League, Summit Academy OIC, Minneapolis Department of Civil Rights, Minneapolis Public Housing Authority, YouthBuild, MEDA, NAMC, and Women Venture.
· Provided written notice to a reasonable number of W/MBE firms that have the capability to perform the work of the contract that their interest in the contract is being solicited.
· Followed up initial solicitations of interest by contracting W/MBE firms to determine with certainty whether the W/MBE firms were interested.

· Selected portions of the work to be performed by W/MBE firms in order to increase the likelihood that W/MBE goals will be met;

· Provided interested W/MBE firms with adequate information about the plans, specifications and requirements of the contract in a timely manner to assist them in responding to a solicitation. 
· Negotiated in good faith with interested W/MBE firms, not rejecting the firms as unqualified without sound reason(s) based on a thorough investigation of their capabilities.
· Other actions, not listed above, intended to secure participation of women and minority employees, and participation of W/MBE firms.
The ESP shall, utilizing Appendix One, make and document every reasonable effort to include qualified and available small businesses, including companies owned by women and minority persons, as part of their proposal.  A list of small businesses can be obtained by contacting the Small and Underutilized Business Program at 612/673-2272 or the CERT web site at www.impactcorp.com/cert.


Any inquiries relating to the participation goals for small and underutilized businesses should be directed to the City of Minneapolis Civil Rights Department, SUBP Unit, 239 City Hall, 350 South 5th Street, Minneapolis, Minnesota 55415, Attention: Manager, SUBP Unit, (612-673-2272).

6.2.10
Applicable law 

The laws of the State of Minnesota shall govern all interpretations of this contract, and the appropriate venue and jurisdiction for any litigation which may arise hereunder will be in those courts located within the County of Hennepin, State of Minnesota, regardless of the place of business, residence or incorporation of the Contractor.
6.2.11
Conflict & priority 

In the event that a conflict is found between provisions in this Contract, the Contractor’s Proposal or the City’s Request for Proposals, the provisions in the following rank order shall take precedence:  1) Contract; 2) Proposal; and last 3) Request for Proposals.
6.2.12
City as a dynamic organization 

The City is dynamic with roles of departments, offices and agencies changing.  This RFP covers the City as whole as its structure evolves, organizational names change, and functions change.
6.2.13
Contractor flexibilityxe "9.1r
contractor flexibility" 

The contractor must be flexible in accordance with changes to City ordinance, policy and procedure, as well as changes in City needs.
6.2.14
Contractor insurancexe "9.1s
contractor insurance" 

Such insurance secured by the Contractor shall be issued by insurance companies admitted in Minnesota.  The insurance specified below may be in a policy or policies of insurance, primary or excess.  Such insurance shall be in force on the date of execution of an Agreement and shall remain continuously in force for the duration of the Agreement.

The Contractor and its contractors shall secure and maintain the following insurance:
A. Workers’ Compensation insurance that meets the statutory obligations with Coverage B-Employers Liability limits of at least $100,000 each accident, $500,000 disease – policy limit and $100,000 disease each employee.

B.
Commercial General Liability insurance with limits of at least $5,000,000 per occurrence covering products – completed operations, personal and advertising injury, fire damage, and medical expenses per person.  The policy shall be on an “occurrence” basis, shall include contractual liability coverage, and the City shall be an additional insured.

C.
Commercial Automobile Liability insurance covering all owned, non-owned and hired automobiles with limits of at least $1,000,000 per accident.

D. Professional Liability insurance providing coverage for the claims that arise from the errors of the Contractor or its consultants, omissions of the Contractor or its consultants, failure to render a professional service by the Contractor or its consultants, or the negligent rendering of the professional service by the Contractor or its consultants in the amount of $10,000,000 each occurrence.  Contractor will renew the insurance policy or self-insure for three years after completion of the work.

E.  
Electronic Data Processors Errors & Omissions with a minimum limit of $1,000,000 for a period of three years after the end of the contract period.
F.    Property Coverage may be required. 

Acceptance of the insurance by the City shall not relieve, limit or 
decrease the liability of the Contractor.  Any policy deductibles or retention shall be the responsibility of the Contractor.  The Contractor shall control any special or unusual hazards and be responsible for any damages that result from those hazards.  The City does not represent that the insurance requirements are sufficient to protect the Contractor’s interest or provide adequate coverage.

The Contractor shall require any of its sub-contractors, if allowable under this Agreement, to comply with these provisions.

6.2.15
Hold harmless 

The Contractor agrees to defend, indemnify and hold harmless the City, its officers and employees, from any liabilities, claims, damages, costs, judgments, and expenses, including attorney's fees, resulting directly or indirectly from an act or omission of the contractor, its employees, its agents, or employees of sub-contractors, in the performance of the services provided by this contract or by reason of the failure of the contractor to fully perform, in any respect, any of its obligations under this contract.  If a Contractor is a self-insured agency of the State of Minnesota, the terms and conditions of Minnesota Statute 3.732 et seq. shall apply with respect to liability bonding, insurance and liability limits. The provisions of Minnesota Statutes Chapter 466 shall apply to other political subdivisions of the State of Minnesota.

6.2.16
Cessation of services 

No conflict between the ESP and the City will cause cessation of services.  Only by mutual consent can the services be withdrawn by the ESP. 
6.3
TRANSITION/DISENTANGLEMENT PERIOD XE "8.9
transition/ dIsentanglement periods" 
In the event that the City terminates this contract for convenience or cause, a transition period will be established by the City and adhered to by the ESP. During this period, no price changes, technology refresh, software upgrades, or alterations to established configurations will take place.  The City can take advantage of any price reductions that may accrue during this period. The transition period is established by the City to allow for an orderly migration of computing capability without any loss of service. During this period the City and ESP will determine the inventory of computing capability and establish a replacement or purchase schedule until accountability for all the assets is accomplished.  An end of service date will be established upon which all services provided by the vendor will cease.  In addition, the City reserves the right to deny access to any person or person(s) it so designates during the transition period.  It will be up to the vendor to ensure no loss of service during this period and those replacement personnel are provided as needed.

ESP Response – Transition/ Disentanglement Periods

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

6.4

TRANSFERING CONTRACTS AND PRICE AGREEMENT TO THE 

ESP XE "10.3  TRANSFERING CONTRACTS AND PRICE AGREEMENT TO 
THE 
ESP" 
Specific information on contracts to be assigned will be determined prior to contract negotiation.  

6.4.1
Hardware and maintenance contracts

	Contract Name
	Vendor
	Purpose
	Start
	End
	Contract
	Org_name

	RF – MVRS
	Itron
	Provide Public Works (PW) Water Radio Frequency metering
	05/01/2001
	05/31/2002
	Personal Computer (PC) payment
	PUBLIC WORKS

	Maintenance/Support
	Wygant Scientific
	Maintenance on the Voice Response Unit (VRU)
	01/01/1998
	12/31/2002
	PC payment
	TELEPHONY

	Digital Subscriber Line (DSL) – Mega Central Service
	Qwest
	Provide 7x24 multiplex coverage in B59 and High speed Ethernet interface
	06/01/2000
	12/31/2003
	C-15667
	TELEPHONY

	Unisys Hardware
	Unisys
	Paul Carlson
	09/01/2001
	08/31/2002
	PC Payment
	SYSTEMS OPERATIONS

	Xerox Annual Maintenance
	Xerox Corporation
	Support the software and hardware components for (2) production printer, model 4230 and model 4635.
	01/01/2002
	12/31/2002
	AC00936B
	SYSTEMS OPERATIONS 

	Print/Director Software and Hardware
	Solimar Systems INC.
	Support the print directory software and the hardware components on the PC where the software resides.
	12/09/2001
	12/08/2002
	PC payment
	SYSTEMS OPERATIONS

	IBM Hardware Maintenance
	IBM
	Provide Hardware maintenance on RS6000 servers in A-019
	02/03/1999
	02/02/2002
	C-16541
	SYSTEMS OPERATIONS 

	Avid Express NT Elite
	AVI Systems
	Provide ongoing phone support as required
	03/31/2001
	03/31/2002
	PC payment
	TELECOMM AND MEDIA SERVICES

	Video Equipment Maintenance
	AVI Systems
	Annual preventive and ongoing equipment support
	08/01/2001
	12/31/2002
	PC payment
	TELECOMM AND MEDIA SERVICES


6.4.2 Software maintenance contracts

(During actual negotiations, City may opt to retain these contracts.)

	Contract Name
	Vendor
	Purpose
	Start
	End
	Payment Schedule
	Contract
	Org_name

	Araxis - Merge Software
	Software House International (SHI)
	Provide ITS Compare program
	01/01/2001
	12/31/2005
	Annual Purchase
	PC payment
	FINANCE 

	FISCOL / Advantage
	AMS
	City's Financials System
	01/01/2001
	12/31/2009
	Annual
	C95-8683
	FINANCE 

	Appworx
	Appworx
	Scheduling system for FISCOL
	01/01/2001
	10/13/2002
	
	PC payment
	FINANCE 

	Oracle Support FISCOL
	Oracle
	Provide FISCOL / Advantage support
	01/01/2002
	12/31/2002
	
	
	FINANCE 

	Merant
	Merant
	Provide Net Express and Server Express support
	01/01/2001
	03/31/2002
	
	PC payment
	FINANCE

	Vista Plus
	Quest
	Support Online report viewing
	09/30/2000
	9/30/01
	
	PC payment
	FINANCE 

	Datawatch – Monarch Pro Software
	Software House International (SHI)
	Provide Finance Department Report Mining functionality
	01/01/2001
	12/31/2001
	Annual Purchase
	PC payment
	FINANCE

	Inquisite Software for HR
	Catapult Systems
	Provide WEB Surveys
	12/01/2000
	12/31/2005
	On Invoice
	PC payment
	HUMAN RESOURCES               

	HRIS / HRMS
	PeopleSoft
	Payroll, HR, Benefits, Flex Spending Accts, and 6 e-Modules
	01/01/2001
	12/31/2009
	Annual
	C96-10150
	HUMAN RESOURCES               

	CoSORT
	Innovative Routines
	Sort application for HRIS / HRMS
	01/01/2002
	12/31/2002
	Annual
	PC payment
	HUMAN RESOURCES               

	Oracle Support HRIS/HRMS
	Oracle
	Provide HRIS / HRMS RDBMS support
	01/01/2002
	12/31/2002
	
	
	HUMAN RESOURCES               

	City Law Civil
	CyCom
	Maintain RMS
	01/01/2002
	12/31/2002
	Annual
	
	PUBLIC SAFETY                 

	SDI Support Services for GOVERN
	Systems Design, INC (SDI)
	Provide support services
	10/30/2000
	
	
	C00-15921
	PROPERTY SERVICES 

	Computer Aided Civil Engineering
	Bentley Systems
	Provide support
	01/02/2003
	12/31/2003
	Annual
	C-17010
	PROPERTY SERVICES

	ArcInfo, SDE 8.1
	Environmental Systems Research (ESRI)
	For GIS Toolkit and Zoning Map Maintenance
	08/03/2001
	08/02/2002
	
	PC payment
	PROPERTY SERVICES 

	Oracle Support KIVA
	Oracle
	Provide KIVA Oracle support
	01/01/2000
	12/31/2002
	
	
	PROPERTY SERVICES 

	KIVA
	KIVA
	Provide Inspections Department KIVA Support
	01/01/1997
	12/31/2002
	Annual
	C97-11164
	PROPERTY SERVICES 

	EMIS  M/4cs for PW Equipment
	CSI Maximus
	PW Equipment Management System
	01/01/1997
	12/31/2002
	On Invoice
	C97-11070
	PUBLIC WORKS 

	Utility Billing / Municipal & Utility Package Sys.
	Systems & Software
	Customer Information and Utility Billing (Org. 6370)
	01/01/1998
	12/31/2002
	Annual
	C98-12701
	PUBLIC WORKS 

	CMR - Max
	Schlumberger
	Provide PW Water Telephone metering
	01/01/1998
	12/31/2001
	
	DY00855
	PUBLIC WORKS 

	Oracle Support GIS
	Oracle
	Provide GIS Oracle support
	01/01/2000
	12/31/2002
	
	
	PUBLIC WORKS

	ROMAN Software Maintenance
	Systems Management Software, INC.
	Service and support on historical, monitor, message sign, F/S/ CDR
	08/01/2001
	07/31/2002
	Annual
	PC payment
	TELEPHONY                     

	Vertices Media Management System
	B&L Associates, Inc.
	Provide product support and Maintenance
	09/01/2001
	08/31/2002
	Annual
	PC payment
	SYSTEMS OPERATIONS            

	EMC Software Maintenance Renewal (M501626SA)
	EMC Corporation
	Provide Software maintenance for specified hardware units
	01/01/2001
	12/31/2001
	
	PC payment
	SYSTEMS OPERATIONS            

	IBM Software Maintenance
	IBM
	Support programs within specific product groups running under selected operating systems for eligible hardware platforms.
	01/01/2000
	12/31/2002
	Renewal Date
	C-16541
	SYSTEMS OPERATIONS            

	Steel-Belted Radius
	FUNK Software
	Support Windows NT single server license
	03/30/2001
	03/29/2002
	
	PC payment
	MISC OPERATIONS               


7
BUSINESS PROPOSAL REQUIREMENTSxe "9.    BUSINESS PROPOSAL REQUIREMENTS"
7.1
HUMAN RESOURCES CONTINUITY PLANNINGxe "9.1   HUMAN RESOURCES CONTINUITY PLANNING" 

7.1.1
ESP provided employment opportunities (continuity of 



employment) 

The City of Minneapolis Outsourcing Team has developed a set of Human Resources guidelines to minimize negative impact to City of Minneapolis employees and help transition critical resources to the ESP, as appropriate. The ESP is required to provide employment to up to twenty (20) City employees who may be affected by this outsourcing initiative.  The employee will have the option of remaining under City employment, in which case the City will provide for appropriate reassignment within the City of Minneapolis with no loss of salary or benefits.  If an employee is hired on by the ESP they must be retained for a minimum of three years, except for 'Just Cause' termination.

All ESPs must provide a metrics of benefits for displaced City employees, thus giving a comparison that includes: Healthcare, Retirement, Paid Time off (PTO) (Paid), Vacation, Sick leave, Holidays, Life Insurance, Long and Short term disability Insurance, Dental Insurance, Flex Spending accounts, 125 plan, 457 plan (401K), and Life. All ESPs must also create a transition plan for displaced City employees, thus addressing the following issues:  

7.1.1.1
Wages & benefits 

Ongoing Benefits

Health Care

Retirement

PTO (Paid)

Vacation

Sick Leave

Holidays

Insurance

Life

Long Term Disability

Short Term Disability

Dental

Flex Spending Accounts

125 Plan

457 Plan (401K)

Optional Life

One-time Benefits

Employment Offer up to 100% of displaced personnel 

Must be deemed by vendor to be qualified

Subject to normal vendor recruiting processes

Relocation Assistance

Relocation Adjustment

Tenure and Retention

Must retain recruited displaced workers for three year except for “Just Cause” terminatino

7.1.1.2
 “Just Cause” Termination Rights
Did the employee have forewarning or prior knowledge of disciplinary consequences?

Was the rule reasonably related to the orderly, efficient and safe operation of the organization?

Did the employer conduct an inquiry to discover whether the employee did in fact violate a rule or order prior to administering discipline?

Was that inquiry conducted objectively and fairly?

Was there proof that the employee was guilty as charged?


Has the employer applied its rules and penalties even-handedly without discrimination?

Was the administered discipline reasonably related to the proven offense and mindful of the employee’s entire work record?

7.1.1.3 
Meet or exceed current compensation and professional development package

Incentives to Join Vendor Company

Retirement for displaced, non-vested City of Minneapolis employees

Retirement for displaced, vested City of Minneapolis employees

Signing bonus

Opportunity for professional development

Training

Development

Certification

Describe work-environment (recruitment packet)

Union / non-union

Work at home policy

ESP Response – Human Resources Continuity Planning

a. 
Will you meet this requirement? Y_____ N_____


Please provide a complete transition plan according to the above outline, including 
special attention to b-f below.

b. 
Describe any issues your organization has with regard to the requirements of the City's employee transition objectives.

c. 
Describe how your organization proposes to handle the transition of the City’s ITS professionals. Describe how they will be integrated into your organization, including duration and timing of events.

d. Describe the benefits, and benefit programs, that the City’s ITS professionals hired by your organization can expect to receive from your organization. Provide a proposal for ITS professionals hired by your organization to receive prior service credits applicable to employee benefits.

e. Describe the same-sex domestic partner benefits offered to your employees and provide detailed information on the same sex domestic partner benefits program. 

f. Describe the employment opportunities, which exist in your organization for the City’s ITS professionals. What assurances will such employees have that they will be given opportunities comparable to those of your organization’s current employees?

g. 
What professional and technical training programs will your organization implement to assist the City’s ITS employees hired by your organization to advance professionally?
7.1.2 
Provide same-sex domestic partner benefits

The ESP is required to provide same-sex domestic partner benefits to its employees and provide detailed information on their same sex domestic partner benefits program.

ESP Response – Same Sex Domestic Partner Benefits

a. Will you meet this requirement? Y_____ N_____

b. Describe the same-sex domestic partner benefits offered to your employees and provide detailed information on the same sex domestic partner benefits program. 
7.2
TRANSFER TO ESP OF EXISTING ITS TECHNICAL ASSETS XE "9.2  TRANSFER TO ESP of existing ITS Technical Assets" 
As part of this contract it is the City’s intent to transfer the ownership and lease obligations of ITS technology assets (hardware and software) as listed in Section 8 of this RFP (in accordance with applicable laws). Such assets would be principally composed of the following: desktop workstations, printers, WAN- and LAN-related switches, hubs, routers, operating systems, database software and other significant IT hardware and software. ESPs are to submit proposals for the transfer of such assets.  However to the extent that assets are incorporated in the physical infrastructure the ownership of those assets will remain with the City (i.e. cabling). The details of asset transfer mechanics and valuations will be subject to negotiation with the City’s selected ESP. 

The City does not require that the Provider reuse any existing City computer or facilities systems components. Based on the service levels required in this RFP it is the ESPs responsibility to meet those service levels with the appropriate technology assets. The Provider will provide like-kind investments to offset the fair-market value of the assets transferred to the ESP from the City. 

The ESP shall provide its own off-site data center and physical facilities in the state of Minnesota including PCs, environmental equipment, furniture, furnishings, supplies, and similar items for the provision of the services. After migrating operations to the ESP proposed data center(s), the ESP is to remove any remaining computers and facilities systems components from City premises within 90 days of the execution of the transition plan, unless other arrangements for continued use of the equipment on the premises have been made by the Provider in agreement with the City. The City will, however, provide such access to the City’s facilities, such as wiring closets, as is reasonably required for the Provider to provide the IT services requires in this RFP. 

Any furnishings (other than basic office furnishings), PCs, supplies, and similar items for use by the ESP personnel on-site are the exclusive responsibility of the ESP. The City and the Provider will negotiate terms and conditions for office space for the ESP at the City Facilities and the City similarly at the approved data center facility.

7.2.1
Hardware assets


[image: image2.wmf]Description

# Units

Estimated value

Large Servers

11

$1,474,000.00

Small PC Servers

87

$407,000.00

Desktop and Laptop PC's

2600

$470,000.00

Monitors

2350

$59,000.00

Printers

455

$88,000.00

Production Printers

2

$158,000.00

Data Center Backup Equipment

$1,765,000.00

Other Production Equipment

$150,000.00

Routers

58

$92,000.00

Switches

115

$297,000.00

Hub's

75

$2,000.00

DSL Modems

61

$8,000.00

Plotters

8

$32,000.00

Estimated Total Value

$5,002,000.00

Hardware Assets Value


7.2.2
Software assets

· city standard application software description

Tier 1 - Standard Enterprise-wide productivity software installed on all workstations.

Tier 2 - Optional Enterprise-wide productivity software available to all workstations.
Tier 3 - Enterprise-wide software that performs a special business function (i.e. FISCOL).

Tier 4 - Department-specific applications.

The table below contains a list of city-applications that the ESP will be responsible for supporting at various levels - 1-2 full support, 3-4 Infrustructure support:

	Description
	# Users
	Estimated Value
	Package
	Custom
	Service

Level

	Tier 1 Software: (Standard  Enterprise)
	
	
	
	
	

	Windows Workstation 
	2600
	EA Agreement
	X
	
	Standard

	Adobe Acrobat Reader 
	2600
	EA Agreement
	X
	
	Standard

	MS Internet Explorer 
	2600
	EA Agreement
	X
	
	Standard

	MS Office Professional
	2600
	EA Agreement
	X
	
	Standard

	MS Outlook 
	2600
	EA Agreement
	X
	
	Standard

	McAfee Virus Scan
	2600
	N/A
	X
	
	Standard

	SQLnet Client
	2600
	N/A
	X
	
	Standard

	Oracle Client
	2600
	N/A
	X
	
	Standard

	Tier 1 Software: 

(Standard  Enterprise: Server Based)
	
	
	Package
	Custom
	Service

Level

	Oracle
	Tbd
	
	X
	
	Premium

	SQL Server
	Tbd
	
	X
	
	Premium

	ArcSDE
	4
	
	X
	
	Premium

	ArcIMS
	6 
	
	X
	
	Premium

	Jakarta Tomcat 
	6 
	
	Tbd
	
	Premium

	Microsoft Data AC
	16
	
	X
	
	Premium

	Visual Source Safe 
	1
	
	X
	
	Premium

	Oracle Spatial
	3
	
	X
	
	Premium

	IIS
	16
	
	X
	
	Premium

	Web trends
	1
	
	X
	
	Premium

	VNC
	6
	
	X
	
	Premium

	Inktomi Search Engine
	3
	
	X
	
	Premium

	Stellant (Content Management Server)
	300
	
	X
	
	Premium

	C for AIX
	Tbd
	
	X
	
	Premium

	Visual Age C++
	Tbd
	
	X
	
	Premium

	AIX Version 4.3
	Tbd
	
	X
	
	Premium

	HACMP Version 4
	Tbd
	
	Tbd
	
	Premium

	Windows 2000 / Windows NT
	2600
	
	X
	
	Premium

	Internet
	2600+
	
	
	
	Premium

	Intranet
	2600
	
	
	
	Premium


	Description
	# Users
	Estimated value
	Package
	Custom
	Service

Level

	Tier 2 Software (Standard  Enterprise Desktop add-ons)

(Note this section is not intended to be all inclusive)
	
	
	
	
	

	Visio Pro 
	212
	N/A
	X
	
	Standard

	MS Project 
	350
	N/A
	X
	
	Standard

	Crystal Reports (various versions) 
	10
	N/A
	X
	
	Standard

	Print Now 
	2400
	N/A
	X
	
	Standard

	Adobe Acrobat (developer)
	100
	N/A
	X
	
	Standard

	PhotoShop
	10
	N/A
	X
	
	Standard

	Publisher
	20
	N/A
	X
	
	Standard

	Tier 3 Software - Enterprise Applications
	
	
	Package
	Custom
	Service  Level

	BRASS (Budget Reporting & Analysis Support System)
	83
	N/A
	X
	
	Standard

	MUPS (Municipal & Utility Package System)
	54
	N/A
	 
	X
	Standard

	Cognos Reporting (used in conjunction with MUPS)
	3
	
	X
	
	Standard

	Assessor Rewrite 
	37
	N/A
	 
	X
	Standard

	AutoCAD (Computer Aided Design)
	92
	N/A
	X
	
	Standard

	CAPRS (Computer Assisted Police Record System)
	1400
	N/A
	 
	X
	Standard

	Constituent Tracking
	54
	N/A
	 
	X
	Standard

	Fireworks 
	470
	N/A
	 
	X
	Standard

	Firehouse 
	470
	N/A
	X
	 
	Standard

	FISCOL (Financial Information System City of Lakes)
	311
	N/A
	X
	
	Standard

	Vista Plus (if user has Fiscol they also have Vista Plus)
	311
	N/A
	X
	
	Standard

	HRIS (Peoplesoft's HRMS, Client Server version for developers)
	20
	
	X
	
	Standard

	GIS Toolkit
	15
	N/A
	X
	
	Standard

	Govern
	37
	N/A
	X
	
	Standard

	KIVA/ BIIS 
	159
	N/A
	X
	
	Standard

	PEIRS (Payroll Entry & Information Retrieval System) 
	410
	N/A
	
	X
	Standard

	Projectwise/ Microstation/ Bentley
	Tbd
	N/A
	X
	
	Standard

	CRS (City Reporting System)
	407
	N/A
	
	X
	Standard

	EMIS (Equipment Management Information System)
	33
	N/A
	
	X
	Standard

	Trimco Imaging
	20
	
	X
	
	Standard

	DocuWare Imaging
	30
	
	X
	
	Standard

	CAD (Computer Aided Dispatch)
	300 (approx.)
	
	X
	
	Premium

	MDC (Mobil Data Computer)
	80 
	
	X
	X (both)
	Premium

	Tier 3 Software: Enterprise Applications

(Server Based)
	
	
	Package
	Custom
	Service

Level

	HRIS - HRMS Web Application (No client software)
	2600+
	
	X
	
	Premium

	GIS Web Apps
	300
	
	
	X
	Premium

	Propery Information Web App
	1000
	
	
	X
	Premium

	Tier 4 Software 

(ITS examples – Many more exist throughout the City)
	
	
	Package
	Custom
	Service

Level

	McAfee Help Desk
	70
	
	X
	
	Enhanced

	TOAD (Tool for Oracle Application Developers)
	10
	
	X
	
	Standard

	Oracle SQRPLUS
	10
	
	X
	
	Standard

	Visual Studio (Visual Basic)
	10
	
	X
	
	Standard

	Visual Source Safe (in Visual Studio)
	10
	
	X
	
	Standard

	MrSID GeoSPatial Encoder
	1
	
	X
	
	Standard

	MS SQL Server Enterprise Manager
	10
	
	X
	
	Standard

	Oracle Developer 6I
	10
	
	X
	
	Standard

	Programmer’s File Editor (PFE)
	10
	
	X
	
	Standard

	Qdesigner
	3
	
	X
	
	Standard

	IIS
	8
	
	X
	
	Standard

	GSView 32
	Tbd
	
	X
	
	Standard

	AppWorx
	3
	
	X
	
	Standard

	Stellant (Content Publisher)
	3
	
	X
	
	Standard

	Araxis Merge
	5
	
	X
	
	Standard

	Accuwage From IRS
	1
	
	X
	
	Standard

	SQRW for PeopleSoft
	See HRIS
	
	X
	
	Standard

	Excel (Special version for PeopleSoft)
	See HRIS
	
	X
	
	Standard

	Tera Term Pro
	3
	
	X
	
	Standard

	Monarch
	5
	
	X
	
	Standard

	Ultra Edit
	5
	
	X
	
	Standard

	User Manager (Network Administration)
	Tbd
	
	X
	
	Standard

	WinZip 
	13
	
	X
	
	Standard

	MPD – Police Timekeeping 
	406
	N/A
	
	X
	Standard

	Special Assessments
	10
	
	
	X
	Standard

	Health Labs 
	10
	
	
	X
	Standard

	Fire Report Engine User
	470
	
	
	X
	Standard

	Fire Report Engine Admin.
	2
	
	
	X
	Standard

	Police Report Engine User
	300
	
	
	X
	Standard

	Police Report Engine Admin.
	1
	
	
	X
	Standard

	Folio
	Tbd
	
	X
	
	Standard

	City Law (Civil)
	70
	
	X
	
	Standard

	City Law (Criminal)
	50
	
	X
	
	Standard

	Fire Vacation Draw (Intranet)
	470
	
	
	X
	Standard

	Fire Shift Redraw (Intranet)
	470
	
	
	X
	Standard

	Police UCR (Universal Crime Reporting)
	2
	
	
	X
	Standard

	Description
	# Users
	Estimated value
	Package
	Custom
	Service

Level

	Applications Used by Fire Department
	
	
	
	
	

	Electronic Pesticide Dictionary 2000
	10
	
	X
	
	Standard

	Marplot
	470
	
	X
	
	Standard

	Cameo
	470
	
	X
	
	Standard

	Fire Code
	15
	
	X
	
	Standard

	Survival Link 7 (on 100 workstations)
	5
	
	X
	
	Standard

	NFA
	470
	
	X
	
	Standard

	Flame 2.117
	2
	
	X
	
	Standard

	Central Sprinkler
	15
	
	X
	
	Standard

	Aloha 5.2.3
	470
	
	X
	
	Standard

	ICMA
	5
	
	X
	
	Standard

	Adaptec Easy CD
	5
	
	X
	
	Standard

	Adobe PhotoShop Editor
	2
	
	X
	
	Standard

	NFC for Windows
	15
	
	X
	
	Standard

	Intellsynch Sony Handheld
	10
	
	X
	
	Standard

	28 Printers Special User
	Tbd
	
	Tbd
	
	Standard

	Epson Printing
	8
	
	X
	
	Standard

	Calendar Creator Plus 2.0
	6
	
	X
	
	Standard

	Documents to Go 3.00
	10
	
	X
	
	Standard

	CD Burner RW
	6
	
	X
	
	Standard

	Palm Desktop
	10
	
	X
	
	Standard

	Databases/ Excel Spreadsheets used by Police Department (Supported by ITS SLA)
	
	
	Package
	Custom
	Service

Level



	Accident (Traffic/Accident)
	4
	
	
	X
	Standard

	Activity System Log (CCP/ SAFE)
	70
	
	
	X
	Standard

	Calls for Service
	1180
	
	
	X
	Standard

	Calls for Service Transfer
	1
	
	
	X
	Standard

	Chemical Test
	4
	
	
	X
	Standard

	Handgun Permit Database
	5
	
	
	X
	Standard

	INTAFF
	5
	
	
	X
	Standard

	Juvenile History
	1180
	
	
	X
	Standard

	Lawful Gambling
	5
	
	
	X
	Standard

	Operation ID
	8
	
	
	X
	Standard

	Seizures
	6
	
	
	X
	Standard

	STATSFOR
	30
	
	
	X
	Standard

	Touch-n-Go
	10
	
	X (?)
	
	Standard

	Tracker
	4
	
	
	X
	Standard


7.3
ASSET INVENTORY AND VALUATION ASSUMPTIONS XE "9.3  
ASSET INVENTORY AND VALUATION ASSUMPTIONS" 
The inventories for the RFP were estimated.  Hardware inventories were collected using the following methods and then analyzed across the various means.

Methods for PC analyses:

Number of PC's inventoried by Vendor Inventory of 2001, Number of PC's for each department as estimated by there IT Liaison, Number of users logins, Number of phone lines.

Methods for Server Analyses:

Operations Inventory of 2001, The number of servers and types submitted by the administrators of the systems.

Methods for Valuation of Estimates:

3-5 year Straight-Line (SL) depreciation, On-line research of used computer equipment, Vendor quotes.

7.4
PRIMARY FACILITIES LOCATED IN TWIN CITIES METRO AREA XE "9.4  PRIMARY FACILITIES LOCATED IN TWIN CITIES METRO 
AREA"  

	Building 
	Address

	2nd Precinct
	1911 Central Ave NE, Minneapolis MN 55418

	3rd Precinct
	3000 Minnehaha Ave S, Minneapolis MN 55406

	4th Precinct
	1925 Plymouth Ave N, Minneapolis MN 55411

	5thPrecinct
	3101 Nicollet Ave S, Minneapolis MN 55404

	Animal Control
	506 11th Ave N, Minneapolis MN 55411

	Asphalt/Concrete Plant
	1925 E 26th St, Minneapolis MN 55407

	Bridge Repair
	1901 E 27th St, Minneapolis MN 55407

	Central Library Project
	(holding for address)

	Central Stores
	1858 E 27th St, Minneapolis MN 55407

	City Hall
	350 S 5th St, Minneapolis MN 55415

	City of Lakes
	309 2nd Ave S, Minneapolis MN 55401

	Community Crime Prevention (CCP)/Safety for Everyone (SAFE)
	217 S 3rd St, Minneapolis MN 55401

	Convention Center
	1301 2nd Ave S, Minneapolis MN 55403-2781

	Convention Center Expansion
	1219 Marquette, Minneapolis MN 55403

	Downtown Command
	29 S 5th St, Minneapolis MN 55402

	East Yard
	935 5th Ave SE, Minneapolis MN 55414

	Equipment Div
	1200 Currie Ave, Minneapolis MN 55403

	Fire North Campus
	3209 E 38th St, Minneapolis MN 55406

	Fire Station 01
	530 S 3rd St, Minneapolis MN 55415

	Fire Station 02
	143 13th Ave NE, Minneapolis MN 55413

	Fire Station 04
	1101 N 6th St, Minneapolis MN 55411

	Fire Station 05
	2700 Bloomington Ave, Minneapolis MN 55407

	Fire Station 06
	121 E 15th St, Minneapolis MN 55403

	Fire Station 07
	2000 E Franklin Ave, Minneapolis MN 55404

	Fire Station 08
	2749 Blaisdell Ave, Minneapolis MN 55408

	Fire Station 11
	229 SE 6th St, Minneapolis MN 55417

	Fire Station 12
	5401 33rd Ave S, Minneapolis MN 55417

	Fire Station 14
	1704 33rd Ave N, Minneapolis MN 55412

	Fire Station 15
	2701 Johnson St NE, Minneapolis MN 55418

	Fire Station 16
	1600 Glenwood Ave, Minneapolis MN 55405

	Fire Station 17
	330 E 38th St, Minneapolis MN 55409

	Fire Station 19
	200 Ontario SE, Minneapolis MN 55414

	Fire Station 20
	4646 Humboldt Ave N, Minneapolis MN 55412

	Fire Station 21
	3209 E 38th St, Minneapolis MN 55406

	Fire Station 22
	3025 Market Plaza, Minneapolis MN 55416

	Fire Station 27
	5410 Nicollet Ave, Minneapolis MN 55419

	Fire Station 28
	2810 W 50th St, Minneapolis MN 55410

	Fire Stores
	1200 Currie Ave, Minneapolis MN 55403

	Fire Tower
	3800 Marshall NE, Minneapolis MN  55421

	Fire Training
	25 37th Av. NE, Minneapolis MN

	Government Center
	300 S 6th St, Minneapolis MN 55487

	Grain Exchange – Civilian Review
	400 S 4th St, Minneapolis MN 55415-1400

	Haaf Garage
	424 S 4 St, Minneapolis MN 55415

	Haaf Garage – Emergency Response
	310 5th Ave S, Minneapolis MN 55415-1122

	Hawthorne Transportation Center
	101 9th St N, Minneapolis MN

	Impound Lot/Forensic Garage
	51 Colfax Ave N, Minneapolis MN 55405

	Library
	300 Nicolett Mall

	MCDA Residential Finance & Hsg
	155 5th Ave S, #600, Minneapolis MN 55401

	Meter Shop
	4300 Marshall NE, Minneapolis MN 55421

	Metropolitan Ctr (Accenture Tower)
	333 S 7th St, Minneapolis MN 55402-2010

	Minneapolis Public Housing Authority (MPHA)
	1001 Washington Ave N, Minneapolis MN 55401

	Parking Services
	33 N 9th St, Minneapolis MN

	Paving Construction
	1858 E 27th St, Minneapolis MN 55407

	Paving Lab/Products
	1901 E 26th St, Minneapolis MN 55407

	Police Athletic League
	1025 Broadway St NE, Minneapolis MN 55413-2427

	Property & Evidence Warehouse
	6024 Harriet Ave S, Minneapolis MN 55415

	Public Service Center
	250 S 4th St, Minneapolis MN 55415-1339

	Royalston Maintenance Facility
	661 5th Ave N, Minneapolis MN  55405

	Sewer Maintenance
	1901 E 26th St, Minneapolis MN 55407

	Solid Waste & Recycling
	2710 Pacific St, Minneapolis MN 55411

	Southside Operations Center
	3800 Bryant Ave S, Minneapolis MN  55409-1000

	Southside Transfer Station
	2850 20th Ave S, Minneapolis MN 55406

	Street Maintenance 1st District
	1809 Washington NE, Minneapolis MN 55418

	Street Maintenance 2nd District
	2710 Pacific Ave, Minneapolis MN 55411

	Street Maintenance 3rd District
	198 Aldrich Ave N, Minneapolis MN 55403

	Street Maintenance 4th District
	4444 Snelling Ave, Minneapolis MN 55406

	Street Maintenance 5th District
	6036 Harriet Ave S, Minneapolis MN 55419

	Talmadge Bldg
	(holding for address)

	Towle Building
	330 2nd Ave S, Minneapolis MN 55401

	Transportation Division
	300 Border Ave, Minneapolis MN 55405

	TriTech Office Center
	331 2nd Ave S, Minneapolis MN 55401

	Water Works
	43rd & Marshall NE, Minneapolis MN 55421

	Water Works – Columbia Hts Plant
	45th & Reservoir Blvd NE, Columbia Hts MN 55421

	Water Works – Plant Maintenance
	45th & Marshall NE, Minneapolis MN 55421


7.5
PRIME CONTRACTOR REQUIREMENTS XE "9.5  PRIME CONTRACTOR REQUIREMENTS"  

7.5.1
Request for contractor information

The City requires a Prime Contractor to act as a single point of contact to be responsible for managing all of the services outlined in agreed upon Proposal. The City expects the selected ESP to monitor and manage the performance of all sub-contractors providing ITS services to the City. This section is designed to highlight the anticipated roles and responsibilities of the ESP and any sub-contractors included in their proposal. All ESPs are to provide the following information with respect to each sub-contractor that they intend to use to provide services to the City:

7.5.1.1
Project Organizational Chart:  
Attach a project organizational chart illustrating the roles and responsibilities of the Prime and Sub-contractors. The Project Organizational Chart should include primary contact information (name, title, address, telephone number, and e-mail address), if different from the Project Manager contact list, for all sub-contractors.

7.5.1.2
Sub-contractor Experience:    
Explain your organization’s experience in managing sub-contractors. 

7.5.1.3
Contract Management      
Describe your organization’s contract management process for the sub-contractors included in your proposal.

7.5.1.4
Company Information      
a) List the company name, address, and telephone number of each sub-contractor proposed to provide ITS services. Identify the specific services and functional requirements that each sub-contractor will provide.

b) List the primary contact name, title, telephone number and e-mail address, for each sub-contractor.
c) Indicate the number of years and scope of experience each sub-contractor has had providing ITS services, particularly in implementing solutions for government, for the services that each will provide. 

d) Financial Summary for each sub-contractor firm.

e) Attach five (5) references for each sub-contractor, at least two (2) of which shall be for government clients, including the following information:

· Client Name

· Contract Title/Contract Reference Number

· Primary Contact, Title and Telephone Number

· Contract Dates

· Contract Amount

· Type of Contract (Public/Private Sector)

· Length of Relationship with Client

· Description of innovative solutions implemented to meet needs similar to the City’s

f)
Describe any previous, current and future engagements that any of your sub-contractors have with the City. Indicate for which agency or department services were/are performed when current engagements will conclude and how these engagements will be affected by this effort, and the status of any prospective proposals or proposals that such sub-contractors submitted to the City. 

g)
Identify all clients that have discontinued use of your sub-contractor’s IT services in the past three- (3) years, and provide names of individuals whom the City might contact at such clients.

h)
For each organization identified in 4.1, specify each organization’s total number of employees, products and services, affiliated companies, and other descriptive information.

7.5.2
SUBMIT financial information    


The prime contractor must demonstrate a history of financial stability. To demonstrate financial stability the prime contractor will provide financial information for the most recent three- (3) years. Financial information must be for the prime contractor or the highest parent company that will guarantee the obligations of the prime contractor. Financial information from sub-contractor(s) will not be required if the prime contractor guarantees the obligations of the sub-contractor(s).

Financial information should include:

1) Complete financial statements for the most recent three (3) years.

2) The most recent 10-K and 10-Q reports filed with the U.S. Securities and Exchange Commission.

3) Recent reports published by one or more credit rating services relating to the outstanding debt, if 
    any.

4) Pending litigation, state regulatory, or federal regulatory actions that may have a material impact 
 on the financial condition of the prime contractor that is not otherwise disclosed in the above financial information.

7.5.3
SUBMIT information regarding organization & staffing

a. 
Name the key individuals, along with their qualifications, experience, and the level and extent of their expected involvement, that would comprise the sub-contractor’s dedicated team for involvement in this RFP process.

b. 
Describe each sub-contractor’s customary selection and replacement procedures for the project staff that will be providing the services as outlined in this RFP.

c.  
State the percent of turnover of key personnel and all other staff for each of the last three (3) years in the segment of the sub-contractor’s organization that shall be responsible for performing IT services within the City.

7.5.4
ESP experience/ history in government outsourcing

The City considers past performance and experience in the provision of technical operations services to clients on a large scale, over a large, dispersed geographic area to be very important.  In an industry that is still growing and learning, past experience and the lessons learned from that experience are crucial elements to success in today’s complex distributed computing environment.  Association with both private and public organizations rapidly makes it clear to an ESP that they have their own unique challenges and technological requirements. The City will require demonstrated experience in the provision of technical operations services to private and public organizations. In addition, experience working with and participating in the development/operation of organizationally unique applications will provide additional emphasis to ESP’s capabilities. 

7.5.5
Systems engineering capability maturity model

The City requires that ESPs strive to continually improve their policies and procedures to provide better customer service and provide cost efficient services. The City requires demonstrated evidence that the ESPs are taking such actions. One way to demonstrate that ESPs are working to continually improve their services offerings is with the Systems Engineering Capability Maturity Model (SE-CMM) from the Software Engineering Institute (SEI). This model was defined to foster and recognize such improvement in the systems engineering processes. 

A summary of the SE-CMM Certifications is as follows:

	SE-CMM Certification Level
	Definition
	Comments

	0
	Not Performed
	

	1
	Performed Informally
	

	2
	Planned and Tracked
	

	3
	Well-Defined
	

	4
	Quantitatively Controlled
	

	5
	Continuously Improving
	

	N/C
	No Certification
	This is not a defined SE-CMM level. For the purposes of this RFP, this means that the organization has not received a Certification from SEI.


ESPs will indicate for each of its services what SE-CMM Certification Level they have achieved.  Also in this ranking, identify the Systems Management Services you intend to provide for managing the distributed systems and the SE-CMM Certification Level you have achieved as well.  

7.5.6
International Standards Organization (ISO) Certification &           

6 SIGMA 

An ESPs certification as ISO 9000/9001 is a further indication of an organization’s standard for excellence and search for continuous improvement in processes and procedures.

7.5.7
ESP performance references

The City requires the ESP to demonstrate quality of past performance through service to other organizations and providing at least 5 references, of which 2 are with government agencies.  References will be contacted. 

7.5.8
ESP organization & staffing

1. Describe your total organization, including any parent companies, subsidiaries, affiliates, and other related entities.

2. Describe the ownership structure of your organization, including any significant or controlling equity holders.

3. Provide an organization chart for your overall organization showing each entity within 
your organization.

4. Provide contact information summarizing the proposed Project Managers for all services proposed in this RFP. Contact information must include the following information:
- Project Manager Name
- Project Manager's Qualifications (PMI Certified?)
- Proposed Responsibilities
- Telephone Number
- E-mail Address

5. Name the key individuals, along with their qualifications, experience, and the level and extent of their expected involvement, that would comprise your organization’s dedicated team for involvement in this RFP process.
6. State the percent of turnover of key personnel and all other staff for each of the last three (3) years in the segment of your organization that shall be responsible for performing IT services within the City.

7. Describe your organization’s customary selection and replacement procedures for the project staff that will be providing the services as outlined in this RFP, including your organization’s willingness to commit to City requests to maintain specific staffing assignments on key City systems.

(City reserves the right to accept of reject key individuals, in key positions)

7.6
TRANSITION PLAN
Transition is the effort required to move from the City’s existing Technology Operations environment to the Managed Services environment. A “discovery or due diligence period may be required to review the City’s existing environment, procedures, culture, inventory and other key infrastructure information.

The Transition will be conducted both at the City and ESP sites. The process involves surveying City end users, operations personnel and management. During the due diligence period the ESP must collect all of the information required to construct a transition plan in collaboration with the City for moving the Technology Operations to Managed Services. Change management must be an integral part of the Transition Plan in order to accommodate due diligence oversights, new requirements and evolving expectations during the transition period. The ESP must have an established and verifiable transition processes with demonstrated success in moving a City’s Technology Operations to Managed Services. The ESP should have ISO 9002 and Six Sigma certifications to provide assurance that past successes at other clients can be translated into a viable Managed Services Transition Plan for the City. 

Service level agreements will take effect after the transition is complete, the Managed Services are fully implemented and the performance metrics are verified. The ESP will meet the schedule agreed to in the Transition Plan unless the scheduled is revised/authorized through the change management process.

ESP Response – Prime Contractor Requirements

a. Will you meet this requirement? Y_____ N_____

b. Please provide a comprehensive description of the Transition Plan that includes a work breakdown structure (WBS) and associated proposed timeline for transferring the City’s Technology Operations to Managed Services.

c. Describe how you propose to provide flexibility in the Transition Plan to easily integrate the City’s retained Information Services processes and practices.

d. Describe the make-up of your proposed transition team.

e. Describe the security procedures that will be enforced during the transition period.

f. Describe end user communication plans, orientation and training.

g. Describe your change management process.

h. Define the critical success factors associated with the Transition of the City’s Technology Operations to Managed Services.

i. Provide details of your ISO 9002 and 6 Sigma certifications.

8
TECHNICAL COnfigurations & REQUIREMENTSxe "8.    TECHNICAL REQUIREMENTS"
8.1
CURRENT TECHNICAL ENVIRONMENT

The City of Minneapolis ITS Department will provide hardware assets as part of an asset transfer in this outsourcing arrangement. The City requires that the manufacturers of future equipment supplied as part of a Technical Operations service agreement meet the following qualifications:

PCS:  
The initial technical equipment standards of PC equipment provided as part of ESP Services shall meet or exceed the minimum following specifications:

· The standard model represents the minimum acceptable configuration as of the date of this RFP issuance

· Manufacturer labeled as a product certified by Gartner Group as Enterprise, Regional-Business, Education, Government, or Specialty, Segment-Focused Tier, or
· ESP will demonstrate capability of supplying a product meeting minimum qualifications by providing references and demonstrating an ability to meet qualifications set forth below:

· All units are built using industry standard components

· Produce and deliver a minimum of 500 units for delivery within 30 days

· Microsoft Original Equipment Manufacturer (OEM) Gold Member

8.1.1
Desktops and Portables

8.1.1.1
City Standard desktop configuration (IBM compatible) 

	CITY STANDARD DESKTOP configurations (IBM Compatible)

	FEATURE
	STANDARD MODEL
	OPTIONS

	Processor
	P4/1.7Ghz
	

	Cache (L2)
	256KB Integrated ECC
	

	Front Side Bus 
	400 MHz
	

	Fixed Disk
	20GB 7200rpm Ultra ATA 100
	

	Fixed Disk Controller
	Enhanced IDE, PCI 
	

	RAM
	128MB + 128MB added = 256MB total
	256MB added = 512MB total 

	Bus
	PCI, ISA, w/ USB required
	

	Miscellaneous Ports
	Serial, Parallel, PS/2
	

	Graphics
	Integrated w/ 4MB
	

	CD-ROM
	20x Minimum/40x+ Maximum speed
	Read/Write option

	Mouse
	2-button PS/2
	

	Sound
	NVIDIA Vanta 16MB 4X AGP
	

	Network Interface Card
	Integrated Intel PRO/100 VM 
	

	Operating Systems
	Windows XP Professional
	

	Display
	17” Color Monitor
	19” Color Monitor

	Warranty
	3-year, on site, second business day
	

	Modem
	(See note below.)
	

	PCMCIA (PC Card)
	N/A
	

	*NOTE:  Desktop computers directly connected to CityNet may not have modems attached to them without an approved waiver issued by the Office of Information Technology Services.  Such a waiver shall only be issued upon receipt of a written request from the IS manager of the requesting agency.


ESP Response – Standard Desktop Configurations (IBM Compatible)  

j. Will you meet this requirement?  Y____ N____

k. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

l. Please include a description of service metrics you will provide for this requirement.

8.1.1.2
City Standard laptop configuration (IBM compatible) 

	CITY STANDARD LAPTOP configuration (IBM Compatible)

	FEATURE
	STANDARD MODEL

	Processor
	P3/1.2Ghz

	Cache (L2)
	512 KB

	Front Side Bus 
	100 MHz

	Fixed Disk
	30GB

	Fixed Disk Controller
	Enhanced IDE or PCI

	RAM
	256MB

	Bus
	USB required

	Miscellaneous Ports
	Serial, Parallel, PX/2

	Graphics
	ATI 64bit video 32MB DDR SDRAM

	CD-ROM
	DVD/CD-RW Combo

	Mouse
	Integrated PS/2

	Sound
	Compaq Premier Sound

	Network Interface Card
	10/100 (integrated on mother board)

	Operating Systems
	Windows XP Professional

	Display
	 14.1 TFT SXGA+

	Warranty
	3-year, on site, second business day

	Modem
	56k, V.90 (Integrated on mother board)

	PCMCIA (PC Card)
	2-Type II or 1-Type III


ESP Response – Standard Laptop Configuration (IBM Compatible)

m. Will you meet this requirement?  Y____ N____

n. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

o. Please include a description of service metrics you will provide for this requirement.

8.1.1.3
City Standard Development/Engineering Configuration (IBM compatible)

	CITY STANDARD DEVELOPMENT/ENGINEERING configuration (IBM Compatible)

	FEATURE
	Development / Engineering Model

	Processor
	P4/2.0GHz

	Cache (L2)
	256KB

	Front Side Bus 
	

	Fixed Disk
	40GB 7200 rpm IDE 

	Fixed Disk Controller
	Enhanced IDE, PCI 

	RAM
	640MB ECC SDRAM

	Bus
	PCI, ISA, w/ USB required

	Miscellaneous Ports
	Serial, Parallel, PS/2

	Graphics
	NVIDIA Quadro2 Pro (AGP)

	CD-ROM
	48X CD-(Optional)RW 

	Mouse
	3-button PS/2 Wheel Mouse

	Sound
	Compaq Premier Sound

	Network Interface Card
	Integrated Intel PRO/100 10/100 VM

	Operating Systems
	Windows XP Professional

	Display
	22” Color Monitor

	Warranty
	3-year, on site, second business day

	Modem
	 (See note below.)

	PCMCIA (PC Card)
	N/A

	*NOTE:  Desktop computers directly connected to CityNet may not have modems attached to them without an approved waiver issued by the Office of Information Technology Services.  Such a waiver shall only be issued upon receipt of a written request from the IS manager of the requesting agency.


ESP Response – City Standard Development/ Engineering Configuration (IBM Compatible)

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.1.2
Servers & Storage

City of Minneapolis network servers have no base level configuration.  Our data center operates a mixed platform of RISC6000/AIX and Intel/NT (Win2000) servers.  Certain features differentiate them from client side workstations.  Below is a list of the most common features that differentiate servers, and are required as part of any server solution:

· Manufacturer labeled as a product certified by Gartner Group in the upper right quadrant of the Magic Quadrant System

· Server CPU chassis may be rack-mounted

· Expandable to 2 or more processors within chassis

· RAM expandable to 1GB or higher

· Multiple drive bays capable of hot swappable disk drives

· True power redundancy (2 or more supplies each with its own power cord)

· Hard drives may be configured in various RAID options

· Pre-installed management software capable of pre-failure alerts of system components

· Internal or external high capacity backup hardware (DATs, DLTs, or libraries)

· Minimum 3-year, onsite, next business day warranty and service (with optional quick response plans)

Manufacturers, or manufacturer’s representatives, who offer servers and related options as a part of their product list must be able to provide solutions that cover a broad range of server configurations and options.  Proposers of this outsourcing RFP should be aware of two strategic initiatives that the City is currently engaged in that impact server selection.  The City is actively developing thin client and scale-up server architectures to minimize cost of future desktops and maximize utilization of server resources.

8.1.2.1
Server sizing and descriptions (CityNet)

· The City has a server environment that consists of IBM RS6000, Compaq Servers, and Unisys ES7000 servers.

· The City has IBM RS6000’s running AIX 5.x and is a mix from model R50 to M80.  Most of these servers are Oracle Database Servers.  These are a mix of 2-4 processor systems

· The City has production Compaq Servers running NT 4.0 Service Pack 6.  The intent is to upgrade to Windows 2000 Advanced Server and Active Directory by end of year 2002.  These servers are mostly 4 processor systems. Production servers are clustered or load-balanced for redundancy and high-availability.

· The City has Unisys ES7000 Intel Mainframes that run a mix of Windows 2000 Advanced Server and Windows 2000 Data Center in various partitions. Production servers are clustered or load-balanced for redundancy and high-availability.  One server has 32 processors and the other has 16.

8.1.2.2
Disk Farm information & Storage

The City has a total storage need of approximately 3.3 Terabytes on EMC Storage Area Network (SAN).
· The City has 2 Symmetrix disk farms with 1.45 Terabytes of storage.

· The City has 1 Connectrix SAN switch with 64 ports and 2 Brocade SAN Switches with 16 ports each.

· RS6000, Compaq, and Unisys servers are all fiber attached to the SAN.

8.1.3
Application-specific storage capacity

8.1.3.1
Compaq Application Storage Needs

	File/Print Cluster: 
	570 GB

	App Server :
	260 GB

	Exchange Cluster:
	200 GB

	KIVA (Inspections):
	TBD

	Other storage:
	600 GB


ESP Response – Compaq Application Storage Needs  

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.1.3.2
Enterprise Oracle Application Storage On AIX

	GIS:
	  90 GB

	HRIS (PeopleSoft):
	145 GB

	Fiscol (Financial):
	  65 GB

	Brass (Financial):
	 12 GB

	Govern (Assessor):
	 35 GB

	MUPS (Utility Billing):
	400 GB


ESP Response – Enterprise Oracle Application Storage on AIX  

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.1.3.3
Enterprise Microsoft SQL Server Application storage on NT & Windows 2000 Advanced Server

	Convention/ USI :
	356 MB

	USIPRDDB:
	 1.5 GB

	USITESTDB:
	 1.7 GB

	 SQL System DBs:
	 450 MB

	 City_Criminal:
	 4.1 MB

	 City Reports:
	 90 MB

	 Contact:
	 3.7 MB 

	 CYCOM:
	 645 MB

	 FireHouse:
	 292 MB

	 FireWorks:
	 1.2 GB

	 ProjectWise: 
	1.7 GB

	 Vertices: 
	 84 MB

	 Xpedio:
	 128 MB

	 CRCM1:
	 15.6 MB

	 (14) Constituent Tracking For Mayor and Council:
	 218 MB

	 HealthLab:
	 37 MB

	 Microfilm:
	 562 MB

	 CAPRS:
	 16 GB

	 Juvenile History:
	 550 MB

	 Calls for Service:
	 15 GB

	 Traffic Accident:
	 100 MB

	 MPD TimeKeeping:
	 200 MB


ESP Response – Enterprise Microsoft SQL Server Application Storage on NT & Windows 2000 Advanced Server  

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.1.3.4
Web servers

· The City has standardized on Microsoft Internet Information Services (IIS) as its web server environment.

· This environment uses load-balancing for fault-tolerance, redundancy and high-availability

8.1.3.5
email Servers

· The City has standardized on Microsoft Exchange 2000 as its email repository and scheduling tool, and will be fully converted by 4Qtr 2002. 

· The servers are clustered for fault-tolerance, redundancy, and high-availability.

8.1.3.6
Mobile Information Servers

· The City has standardized on Microsoft Information Server to format and filter email and other information for remote mobile devices.

· The servers are clustered for fault-tolerance, redundancy, and high-availability.

8.1.3.7
Thin client server

· The City has standardized on Citrix and Terminal Services servers for Thin Client architecture.

· The servers are clustered for fault-tolerance, redundancy, and high-availability.

8.1.3.8
Firewall servers

· The City has standardized on Secure Computing's Sidewinder Firewall for Internet security.

· The servers are clustered for fault-tolerance, redundancy, and high-availability.

ESP Response – Servers

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.1.3.9
Peripheral options

All peripherals offered must be able to attach to, and be supported by, the specifications outlined in the preceding workstation tables and server requirements.

Examples include: Network Interface cards, docking stations, memory, tape drives, disk drives, interface cables, monitors, carrying cases and scanners.

8.1.3.10
LAN electronics

The City has standardized on Cisco routers and switches, and the External Service Provider will provision them when replacing routers or switches.

The City of Minneapolis is in the process of developing a Fiber/Hybrid Fiber Coax Institutional Network (I-Net) that will connect all downtown campus, satellite buildings, and boards and agencies through a public/private partnership with a broadband cable provider. The City will maintain ownership of the physical plant of the I-Net, but will require the ESP to provision necessary network edge equipment, management software, and personnel to manage the network on an ongoing basis at a mutually agreed upon level of service.  RFP Respondents are encouraged to respond in their proposals as to how they can help the City accommodate this future service requirement.

8.1.3.11
Printers

8.1.3.11.1
Personal black & white printer

A small low volume black and white desktop sized printer, capable of printing on 8.5”x11” paper, without duplex support. This printer will be locally attached to a computer provided through the End-User Platform Service. This device will not be shared on the Network.

8.1.3.11.2
Personal color printer 

A small low volume color desktop sized printer, capable of printing on 8.5”x11” paper, without duplex support. This printer will be locally attached to a computer provided through the End-User Platform Service. This device will not be shared on the Network.

8.1.3.11.3
Business black & white printer description

This service shall provide a networked, shared use black and white printer.  This printer shall, at a minimum, be capable of printing at a rate of 20 pages per minute plain text, and capable of printing on 8.5”x11” (letter), or 8.5”x14” (legal) paper, and transparencies

8.1.3.11.4
General business color printer description

This service shall provide a networked, shared use color printer. This printer shall, at a minimum, be capable of printing 600 dpi, 12 pages per minute plain text, and capable of printing on 8.5”x11” (letter), 8.5”x14” (legal) paper, and transparencies

8.1.3.11.5
Special purpose device description

This service shall provide a networked, shared use, specialized printing device. Device shall at minimum be capable of printing 20 pages per minute plain text and capable of printing 8.5 x 11, 8.5 x 14, 11 x 17 paper and transparencies. The features and functions of these devices will vary and may include plotters, computer output microfilm, etc.

8.2
GENERAL EQUIPMENT REQUIREMENTS

8.2.1
Energy conservation

For all computers (servers are excluded) provided as part of the ESP’s service, the ESP must be able to provide labeled Energy Star-compliant computers that are configured so that they automatically enter a low-power “sleep” mode of 30 Watts or less after 15-30 minutes of inactivity.  A computer whose power supply has a maximum continuous output power rating greater than 200 Watts (>200 W) shall automatically enter a low-power “sleep” mode of no more than 15 percent of its maximum continuous output power rating after 15-60 minutes. ESP must ship computers with the power management feature enabled and configured per the City energy conservation requirements. Installation and service personnel shall disable power management only at the specific request of site staff.

ESP Response – Energy Conservation

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.4
SPECIALIZED REQUIREMENTSxe "8.4
Specialized Requirements"
The ESP shall provide a method of obtaining services, equipment, and/or personnel to support City of Minneapolis business needs on a temporary and/or exceptional basis, for example, need for systems to support a conference booth or public presentation. The service provider shall make such services available on a time and materials basis as provided for in the vendor’s cost proposal.

8.4.1
Public works network merger

The City of Minneapolis has centralized ITS operations except for Public Works.  The Department of Public Works has historically had and maintained its own data center and networks, but is now interested in consolidating ITS operations into a single centralized service.  The City wants to leverage this ESP outsourcing service agreement to include a special project plan for the migration of a Novell/NT mixed Public Works network to be migrated to a Windows 2000 network operating system and the collapse of Public Works domains into CityNet. Public Works already utilizes CityNet Exchange services.

ESP Response – Public Works Merger

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.4.2
Risk mitigation

Management of efforts as complex and, potentially, as large as providing ESP services across a city the size of City of Minneapolis brings with it attendant risks to efficient, effective operations. As requirements become more demanding, the City requires the ESP to describe mitigating factors that address this risk while handling the breadth and scope of services. ESPs should address mitigation factors such as establishment of infrastructure within the City, establishing management thresholds that determine when remotely managed sites will receive dedicated, on-site management, and how the ESP organization itself may be re-structured to commit dedicated organizational resources to meet agreed upon requirements.  Technical mitigation factors need be addressed as well.  

8.4.3
Procedures manual

ESPs will provide with their response a sample Administrative Procedures Manual (APM) subject to the City’s editing/approval for format and content. This APM, in both electronic and hardcopy format, will be distributed throughout the City agencies to facilitate education and awareness of the services provided and the procedures for requesting services.  Within 30 days of the time of execution of an acceptable contract, ESP will provide the City with a tailored APM for use with the contract. The City will edit/review/approve the draft APM expeditiously and return it to the ESP for final printing. The procedures manual will be reveiwed and updated on an agreed upon schedule.

8.5
TECHNICAL SUPPORT REQUIREMENTS

8.5.1
Backup LAN data 

The ESP will backup and archive LAN data according to defined archival and data retention schedules. Ensure that:

a) archived data is retained according to application specific requirements 

b) archived data can be restored from archive files in accordance with Minimum Acceptable Service Level (MASL)s for file restoration; and 

c) Archived data is available for use in Disaster Recovery operations.

ESP Response – Backup LAN Data

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.2
Provide change management  

The ESP must ensure that planned modifications to LANs conform to the requirements of a Change Control system and procedures.

ESP Response – Provide Change Management

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.3
Provide disaster recovery  

Each department in the City is currently responsible for its own Disaster Recovery plan. The Provider will be required to develop, document and maintain a Citywide, IT Infrastructure, Disaster Recovery plan that provides for recovering the City’s systems within established recovery requirement timeframes, should a disaster affect City processing, holding any contracts for hot-site or cold-site availability, coordinating Disaster Recovery exercises to assure readiness, and performing the recovery, when required.

ESP Response – Disaster Recovery

a. Will you meet this requirement?  Y____ N____

b. For each service bundle, describe your approach to providing continuous operations of the City’s systems.

c. For each service bundle, describe your organization’s proposed solution for providing Disaster Recovery services to the City.

d. Will your organization allow the City to declare a disaster? If so, describe the implications to the City should it declare a disaster.

e. Describe how your organization will ensure the availability of City data during Disaster Recovery.

f. 
Describe the support that will be provided by your organization in the event that functions to be retained by the City (e.g., local printing) suffer a disaster.

g. Describe your organization’s proposed approach for implementing network connectivity between City facilities and the proposed recovery site(s).

h. Describe your organization’s approach to supporting connectivity from alternate City office locations to the proposed data center(s).

i. Describe how you expect the City to be involved in developing its Disaster Recovery Plan. Describe how you will involve the City in any actual recovery process.

j. Describe the scope of recovery testing the City may anticipate. Describe how you expect the City to participate in recovery testing.

The ESP is to ensure the ability to recover LAN systems as part of a comprehensive disaster recovery strategy. This includes developing and maintaining LAN disaster recovery procedures, performing tests of those procedures, and ensuring availability of LAN recovery location(s).

8.5.4
Provide system administration  

The ESP will administer user passwords and network access rights. Define new users and access; perform password resets, etc. 

ESP Response – Provide System Administration

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.5
Manage resource usage and capacity planning   

Proactively monitor local server and network resource usage, to plan for growth and to identify potential system resource limitations. Provide sufficient resources (e.g., server processing capacity, disk storage, network capacity, etc.) at all times to handle the City’s computing needs. Provide or upgrade, and configure system and network hardware, to support the City’s resource needs due to migration from legacy platforms to client/server technology, and growth in usage of the City’s network-based applications. Coordinate resource usage with Applications deployment to ensure performance in accordance with Minimum Acceptable Service Levels.

ESP Response – Manage Resource Usage and Capacity Planning

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.6
Manage network performance and availability   

Monitor LANs and maintain availability in accordance with the MASLs. Continually monitor all systems, disks, queues, memory, etc., to determine if the City’s systems and LANs are performing properly. Perform performance management functions as they relate to resource usage. Modify system parameters to resolve application performance problems that manifest in system response times. Take steps necessary to ensure that applications perform at an optimal level, including adding hardware, or upgrading hardware or the network infrastructure.

ESP Response – Manage Network Performance and Availability

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.7
Software administration   

8.5.7.1
Maintain Software License Compliance Ability   

The Provider is to ensure that the City maintains compliance with its use of all licensed software.

8.5.7.2
Provide Automated Software Distribution    

Provide Automated Software Distribution: The City expects the Provider to implement automated methods of distributing software updates and new releases to LAN servers.

8.5.7.3
Maintain Network Operating System Software    

Maintain current versions of server operating system software, including service pack releases and hot fixes. Coordinate maintenance and release upgrades with the City in accordance with the MASLs.

ESP Response – Software Administration

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.5.8
Security administration   

8.5.8.1
Ensure Network & System Security    

Ensure Network and System Security: Ensure appropriate security methodologies (e.g., firewalls) exist at all points of public and remote access. Implement accepted security assessment recommendations, and monitor for unauthorized access. Through network management software, ensure compliance with established City policies and procedures. Provide immediate alerts to the City upon detecting any violations.

8.5.8.2
Implement Enterprise-wide Virus Protection Program   

Establish, deploy and manage an enterprise-wide virus management program for all City LANs, servers and network-attached desktops. Configure virus management system to automatically perform system and component isolation, and initiate virus repair and removal on all devices. Maintain virus protection software at vendor’s current release levels in accordance with MASLs. Establish and implement a virus awareness-training program. Immediately notify the City upon detection of any virus.

ESP Response – Implement Enterprise-wide Virus Protection Program

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.6
ASSET MANAGEMENT

8.6.1
Assume existing hardware & software contracts

Provider is to take over responsibility for ownership, management and maintenance of existing hardware and system software licenses, contracts and leases.

ESP Response – Assume Existing Hardware & Software Contracts

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.6.2
Maintain an asset inventory

Create and maintain an up-to-date asset inventory of all physical components of the desktop environment, and the software configuration on each desktop.

ESP Response – Maintain an Asset Inventory
a. Will you meet this requirement? Y___ N___

b. Describe your organization’s approach to ensuring inventory accuracy.

c. Describe your organizations proposed strategy for automating the collection of individual desktop


Configuration data.

d. Describe how your organization will coordinate licensing to achieve economies of scale in hardware and software procurement?

e. Describe your organization’s approach for managing software licensing. Describe how you expect the City to be involved in your process.

f. Provide a detailed implementation plan that outlines how your organization will meet this requirement such plan should describe the major tasks to be accomplished along with their respective time frames.

g. Please include a description of service metrics you will provide for this requirement.

Create and maintain an up-to-date asset inventory database of all physical components of the City’s LAN systems hardware and software. 

8.6.3
Maintain configuration details

Document LAN and server physical (e.g., hardware, cabling) and logical (e.g., segment numbers, addressing schemes) configurations. Create and maintain diagrams of all LANs, and their interconnectivity. Maintain hardware diagrams to reflect currently installed hardware.

ESP Response – Maintain Configuration Details

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.6.4
Maintain hardware 

Perform proactive maintenance activities on all network hardware, in accordance with manufacturer’s specifications, to ensure optimal LAN operation. Maintain firmware in accordance with the MASLs. Scheduled maintenance must occur during time periods that will minimize disruption to the City’s production environment. Coordinate all maintenance changes through established change control procedures.

ESP Response – Maintain Hardware

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

8.7
END USER PLATFORM ENVIRONMENT MANAGEMENT

The Provider is required to procure, install, maintain and administer desktop client services for the City. This includes technical support, product evaluation, installation, maintenance, hardware/software upgrades, moves, adds, and changes and LAN administration for the PC environment. 

The City expects the Provider to implement a standard suite of office software Citywide and maintain current releases and upgrades. The desktop environment includes all peripheral equipment such as printers, scanners and other similar devices. The Provider will be required to procure, install, maintain, and administer printers, scanners, and provide other non-programmable terminal services for the City. This service includes installation, maintenance, hardware/software upgrades, and relocation of such equipment. Specifically, the Provider will: (i) define, implement and maintain software and hardware configurations, including desktop operating systems and office software, deploy desktop devices, provide support for all desktop devices, including LAN-attached and standalone equipment, (ii) provide and manage any upgrades, moves, adds, changes and repairs of the desktop devices and attached peripherals; (iii) provide the Help Desk with procedures required to support the desktop devices; and, (iv) provide end-user access rights and controls including providing specific access rights to specific applications and data resources for users or user groups.

For the purpose of evaluating responses to this RFP, ESPs must, at a minimum, address the desktop configuration described in the table below. ESPs may describe an alternative platform in detail as well.

8.7.1
Implement standard configurations 

Implement and maintain a standard hardware and software desktop environment Citywide. Base estimates on the following minimum profile:

	CITY STANDARD DESKTOP configurations (IBM Compatible)

	FEATURE
	Standard Model
	Options

	Processor
	P4/1.7Ghz
	

	Cache (L2)
	256KB Integrated ECC
	

	Front Side Bus 
	400 MHz
	

	Fixed Disk
	20GB 7200rpm Ultra ATA 100
	

	Fixed Disk Controller
	Enhanced IDE, PCI 
	

	RAM
	128MB + 128MB added = 256MB total
	256MB added = 512MB total 

	Bus
	PCI, ISA, w/ USB required
	

	Miscellaneous Ports
	Serial, Parallel, PS/2
	

	Graphics
	NVIDIA Vanta 16MB 4X AGP
	

	CD-ROM
	20x Minimum/40x+ Maximum speed
	

	Mouse
	2-button PS/2
	

	Sound
	Compaq Premier Sound
	

	Network Interface Card
	Integrated Intel PRO/100 VM 
	

	Operating Systems
	Windows XP Professional
	

	Display
	17” Color Monitor
	19” Color Monitor

	Warranty
	3-year, on site, second business day
	

	Modem
	 (See note below.)
	

	PCMCIA (PC Card)
	N/A
	


	CITY STANDARD LAPTOP configuration (IBM Compatible)

	FEATURE
	STANDARD MODEL

	Processor
	P3/1.2Ghz

	Cache (L2)
	512 KB

	Front Side Bus 
	100 MHz

	Fixed Disk
	30GB

	Fixed Disk Controller
	Enhanced IDE or PCI

	RAM
	256MB

	Bus
	USB required

	Miscellaneous Ports
	Serial, Parallel, PX/2

	Graphics
	ATI 64bit video 32MB DDR SDRAM

	CD-ROM
	DVD/CD-RW Combo

	Mouse
	Integrated PS/2

	Sound
	Compaq Premier Sound

	Network Interface Card
	10/100 (integrated on mother board)

	Operating Systems
	Windows XP Professional

	Display
	 14.1 TFT SXGA+

	Warranty
	3-year, on site, second business day

	Modem
	56k, V.90 (Integrated on mother board)

	PCMCIA (PC Card)
	2-Type II or 1-Type III


	CITY STANDARD DEVELOPMENT/ENGINEERING configuration (IBM Compatible)

	FEATURE
	Development / Engineering Model

	Processor
	P4/2.0GHz

	Cache (L2)
	256KB

	Front Side Bus 
	

	Fixed Disk
	40GB 7200 rpm IDE 

	Fixed Disk Controller
	Enhanced IDE, PCI 

	RAM
	640MB ECC SDRAM

	Bus
	PCI, ISA, w/ USB required

	Miscellaneous Ports
	Serial, Parallel, PS/2

	Graphics
	NVIDIA Quadro2 Pro (AGP)

	CD-ROM
	48X  CD ROM

	Mouse
	3-button PS/2 Wheel Mouse

	Sound
	Compaq Premier Sound

	Network Interface Card
	Integrated Intel PRO/100 10/100 VM

	Operating Systems
	Windows XP Professional

	Display
	21” Color Monitor

	Warranty
	3-year, on site, second business day

	Modem
	 (See note below.)

	PCMCIA (PC Card)
	N/A


ESP Response – Implement Standard Configurations

a. Will you meet this requirement? Y____ N____

b. Does your organization recommend a standard hardware and software platform other than the one specified above? Describe your proposed platform and its ability to meet City goals described in the Vision statement above.

c. Describe any issues in regard to implementing standard desktop configurations. Describe how your organization proposes to resolve these issues.

d. Describe how implementing a “standard” desktop environment has improved operations for other customers.

e. Describe your organization’s relationships with desktop equipment providers. How will this benefit the City?

f. 
Describe how your organization will assess and mitigate impacts to existing desktop systems and business applications stemming from transition to a new, standard platform.

g. Describe your strategy for supporting the City’s heterogeneous desktop environment. In particular, address issues with integration of data access and office suite applications across platforms. How will your organization support this environment prior to and during transition to the new desktop environment standard configuration. 

8.7.2
Provide total e-mail connectivity 

Ensure that every desktop user has e-mail and calendaring capabilities with citywide seamless operational capability.

ESP Response – Provide Total E-mail Connectivity

a. Will you meet this requirement? Y___ N___

b. Describe your organization’s strategy for providing e-mail and calendaring to every desktop.

c. Describe your organization’s solution for ensuring that users are notified of internal e-mail delivery failures.

d. Describe your organization’s solution for ensuring that users are notified of external (Internet) e-mail delivery failures.

e. Describe your proposed approach to supporting e-mail connectivity between in-scope City departments and out-of-scope City departments.

8.7.3
Upgrade office automation software 

Implement new office automation software as needed. 

ESP Response – Upgrade Office Automation Software
a. Will you meet this requirement? Y___ N___

b. Describe your organization’s approach for determining when to implement new releases of office 
automation 
software. How do you expect the City to participate in this process?

c. Describe your organizations proposed strategy for automated distribution of software to the desktop.

d. Describe how your organization will ensure that City functions continue to operate through upgrades 
and new releases of automation software.

e. Describe how your organization will minimize interruption during upgrades to office automation 
software.
8.7.4
Forecast future needs 

Conduct joint capacity planning sessions in order to forecast hardware, software, and service requirements annually, by department.  Forecasts should be based on City growth rates, equipment refresh rates, sustaining MASL requirements, and other City requirements.

ESP Response – Forecast Future Needs

a. Will you meet this requirement? Y___ N___


b. Describe your organization’s approach to involving the City in this process. What requirements 

will your organization have of the City?

8.7.5
Research new technologies   

Perform on-going technology assessments and recommend new products and services to enhance the City’s operations. 

ESP Response – Research New Technologies

a. Will you meet this requirement? Y___ N___

b. What technologies does your organization propose that will immediately improve the City’s desktop environment? Describe how similar recommendations have improved operations for other customers.

c. Describe how your organization will facilitate the City’s preparedness to utilize such new technologies to improve efficiency and effectiveness.

d. How will your organization ensure that new technologies will interface with the existing environment without disrupting City staff productivity?

8.8
SECURED SYSTEMS REQUIREMENTS 

All Public Works, Public Safety, and City Attorney services must be provided in accordance with all existing and future demands from state and federal operating regulations and the priority of service to the Minneapolis Police Department (MPD), as the managing criminal justice agency governing the secured systems use. This means that the ESP must not only meet or exceed all existing security requirements, but also must obtain the capability to grow and adapt to changes in security requirements as they evolve.

8.8.1
Minnesota-based data center 

Although the FBI Advisory Policy Board has already reviewed and approved the outsourcing of data center operations and IT related services, they take issue with the movement of data across state lines.  Transferring data across state lines would increase the risk of control and resolution of user issues between the State Control Terminal Agencies, and the criminal justice agencies, in regards to the use of the Criminal Justice Data Network (CJDN). This leads to the requirement that the ESP’s Data Center be located within the State of Minnesota.

8.8.2
CJDN as baseline security standard  

In order to maintain a uniform minimum standard for security, the ESP must uphold the security standards imposed by the CJDN as a minimum across secure systems in Public Works, Public Safety, and City Attorney departments. 

8.8.3
Agreements, standards, and actions  

Initially, the MPD and any ESP/Contractor representing the MPD must abide by the rules and regulations specified in the documents:

8.8.3.1
Network User Agreement  

City of Minneapolis contract with the Minnesota Department of Public Safety, Criminal Justice Data Communication Network, User Agreement, as agreed to by the City Council Action of 09/28/2001.  

8.8.3.2
Network Agreement Addendum  

Addendum for Computerized Criminal History Information Access Agreement and the Computer Interface Access Amendment.  

8.8.3.3
Technical Requirements in Above Documents

EQUIPMENT requirements, equipment security requirements, personnel security, personnel background checks, access requirements, data security, and management control contained in the above documents. 

8.8.3.4
Management Control Agreement

The agreement specified in the Network User Agreement (8.8.3.1) above states that, “If an agency does not own and/or operate their own equipment, they MUST HAVE a management control agreement with the entity providing the service”. The document clearly states certain minimum controls that the MPD must have over any entity providing CJDN services and/or interfacing with said services. 

8.8.3.5
APB and NLETS 

The document in the Network User Agreement (8.8.3.1) above also mandates that the agency and service provider must conform to all FBI Advisory Policy Board regulations (APB) and National Law Enforcement Telecommunications System (NLETS) regulations.

8.8.3.6
ESP Personnel Screening  

Fingerprint based background criteria for ESP personnel with access to secure systems equivalent to that conducted for MPD sworn officers. This screening is to apply to all sworn, custodial, IT, support, and/or ESP personnel. It also covers facility security, user agreements, discipline, private contractor access, training, security monitoring, media disposal, network configurations, technical security requirements, incident violation reporting, recovery plan criteria, etc. Background check must be completed by MPD before employee begins work.

8.8.3.7
ESP to provide list of employees weekly to MPD 

The ESP must provide MPD with a list of current employees with access to City of Minneapolis data on a weekly basis.  In order to ensure compliance, MPD and the City of Minneapolis reserve the right to perform audits of ESP facilities, personnel, and practices without prior notice to the ESP.

8.8.4
Restricted personnel access   

Any “Private Contractor Access” is currently permitted under federal regulations pursuant to a specific agreement for the purpose of providing services for the administration of criminal justice pursuant to that agreement. The agreement between the government agency and the private contractor must incorporate the “Security Addendum” approved by the Director of the FBI, as referenced in Title 28 Code of Federal Regulations (CFR) 20.33 (a)(7). This “Security Addendum” is found in the position paper, “Legal Authority for and Purpose and Genesis of the Security Addendum, Page 5”. This addendum further requires the ESP/contractor to supply the management authority with their security plan. The security addendum must be signed by the ESP/contractor signatory and a copy of said addendum must be signed by each employee that is to be granted access to any segment of the CJDN/CJIS secure system. 

8.8.5
Proof of compliance        

The ESP must provide regular and timely proof that it has provided the following for all Minneapolis systems and data, at all times:

8.8.5.1
Access and work assignment will be limited

Access and work assignments will be limited to personnel who have successfully passed a MPD background check. This limitation applies to direct access, indirect access, and physical access
8.8.5.2
Segregation of environment 

Segregation of environment from other vendor projects, systems, personnel, and processes.
8.8.5.3
Extraordinary circumstances 

Extraordinary circumstances requiring the utilization of non-approved personnel may arise.  MPD policy requires that the said non-approved personnel be escorted, accompanied, and supervised at all times by those personnel that have been approved. This exception should be documented and notification made to the City at the earliest possible time.  If extraordinary circumstances do not exist than formal approval should be made before allowing access.
8.8.5.4
ESP Audits   

The ESP must permit MPD to conduct reasonable audits of its compliance with this agreement and review its management of incidents of noncompliance or complaints.

8.8.5.5
Confidentiality 

The ESP must assure that all confidentiality duties will survive in perpetuity upon termination of this agreement.

8.8.6
Security support for CityNet and MPD LAN 

Any system that interfaces with the CJDN must abide the state and federal regulations. Also, the security control over CJDN must remain with the criminal justice agency. Therefore, background requirements and approval/denial must be made by the managing criminal justice agency, not the ESP/contractor. 

Note: CJDN/CJIS documentation will only be released to authorized and backgrounded personnel, as stated in federal regulations.

ESP Response – Secured Systems

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Describe your strategy for assessing and enhancing the City’s system security.  In particular, describe how you intend to reduce any risks associated with an outsourcing relationship. Describe how implementing your strategy has improved system security for other customers of your organization.

d. Describe what security training your organization’s employees will be given, specifically those working in the proposed data center(s), both upon their initial hiring and throughout their employment.

e. Describe whether your organization will convert the City’s enterprise server access control system to a different system. How will your organization minimize disruption of service and maintain data security during this transition?

f. Describe the steps your organization will take to guard against, and monitor, unauthorized access or alteration of City data by your organization’s employees.

g. Describe how your organization will monitor for, and receive notification of, system security violations. 

h. Describe your proposed process for informing the City of security violations.

i. Describe the frequency with which the City can expect your organization to conduct system security audits. 

j. Describe how your organization will involve the City in system security audits.

k. Describe your organization’s approach to assessing the City’s application vulnerabilities and security risks. 

l. Describe how you expect the City to be involved in the assessment process.

m. Describe the extent to which your proposed security procedures conform to ISO 9001 standards.

n. Describe your organizations proposed approach for managing the Security Administration function. Do you propose centralized or decentralized Security Administration? Describe the extent to which the City would be expected to perform Security Administration.

o. Describe your proposed approach for implementing and supporting encryption and/or access authentication services to protect transmissions of City data. Describe any potential issues raised with the use of encryption, and your strategy for resolving them.

p. Describe your organization’s strategy for improving the City’s Web application security, in particular, the City’s use of firewalls.  Describe how implementing your strategy has improved security for other customers.

q.  Explain any issues that may arise with the integration of the City’s systems into your proposed data center environment(s).

r. Describe your organization’s approach to assessing the City’s current security environment. Describe how you expect the City to participate in the security assessment process.

s. Describe how your organization will address security deficiencies.

t. Describe any tools your organization will implement to enable centralized security monitoring of network traffic, and provide automated alerts upon detecting violations.

u. Describe software and tools your organization deploys to interface with, and manage, Intranet and Internet servers and firewalls.

v. Describe your organization’s approach. How will you involve the City in establishing security procedures? 

w. Does your organization’s have any requirements of the City with regard to desktop security and audit ability?  If so, please describe them. 

x. How will your organization monitor unauthorized attempts to access desktops?
8.10
RISK MITIGATION

ESPs should address mitigation factors such as establishment of infrastructure within the City, establishing management thresholds that determine when remotely managed sites will receive dedicated, on-site management, and how the ESP organizes to commit dedicated resources to meet the requirements. In addition, any technical mitigation factors should be addressed as well.  

ESP Response – Risk Mitigation

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

8.11
PROCEDURES MANUAL XE "8.11
procedures manual" 
ESPs will provide with their response a “sample” Administrative Procedures Manual (APM) subject to the City’s editing/approval for format and content. This APM, in both electronic and hardcopy format, will be distributed throughout the City agencies to facilitate education and awareness of the services provided and the procedures for requesting services.  Within 30 days of the time of completion of transition, ESPs will provide the City a tailored APM for use with the contract. The City will edit/review/approve the APM expeditiously and return to ESP for final printing.  

ESP Response – Procedures Manual

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed transition plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9
ESP SERVICE LEVEL & Technical REQUIREMENTS XE "5     ESP SERVICE LEVEL REQUIREMENTS" 
 9.1
OVERVIEW OF OPERATIONS SERVICE LEVELS 
This section describes the ESP provided services required by the City of Minneapolis. The services are structured in such a way as to provide flexibility to the wide array of users that exist across the City. These services and the management of these services will be provided for all boards, agencies and organizations listed in Section 4.1.
The ESP provided services are defined as a set of IT characteristics (e.g., hardware and software, installation, maintenance, refresh, administration, network access, customer support, relocation, training). Specific combinations of the characteristics are grouped together, according to the City’s functional and performance requirements into one of several "service categories.”  These service categories are examples of the primary orderable items available:

· LAN & WAN Infrastructure and Remote Communications

· Server-Based Platforms

· End-User Platforms

· Software 

· Printing Platforms

· Moves/Adds/Changes

· Systems Administration

· Customer Support & Help Desk 

· Backup/Recovery

· Operations Management

· Security & Business Continuity

· Other Peripherals

ESPs must construct and price their offerings according to the following service descriptions.  

Server services provide institutional capabilities through the ESP-supported servers at a fixed price per seat. Pricing for all requirements to provide these services is bundled into the fixed price per seat, including hardware and software acquisition and maintenance, network access/connectivity, and system administration. 

As stated above, each of the Services is defined with a set of IT characteristics. Most of these characteristics have more than one available option. The options generally define different levels of service appropriate to the function. 

Each of the services bundled within a seat is defined in terms of characteristics that describe the level of that service. Several performance characteristics are common: Initial support response time, resolution time, availability, and customer impact. These types of services also include, but are not limited to, hardware maintenance, system software maintenance, application software maintenance, help desk, moves/adds/changes, system administration, LAN/WAN services and maintenance, hardware technology refresh, and software technology refresh.

9.2
DEFINITIONS & REFERENCE SECTIONxe "5.2
DEFINITIONS & REFERENCE SECTION"
For purposes of this RFP, ITS business hours are from 6am-6pm.

9.2.1 “Restore to service” service definition

Provides standard maintenance services including:

· System diagnostics and trouble shooting

· System and component maintenance

· Configuration changes, tracking, and documentation

	Service Levels
	Typical Service Characteristic

	Standard
	Restore to service within 8 business hours

	Enhanced
	Restore to service within 4 business hours

	Premium
	Restore to service within 2 contiguous hours


9.2.2
System administration service definition

Provide system administration services.  Depending on function and service level requirements, services options will vary to include some or all of the following: basic network security compliance; basic and enhanced security monitoring and management; performance monitoring and optimization; problem tracking and error detection; account management; configuration management; and user support.

Administrative services will be a component of every service.  These services include activities such as adding, changing or deleting user accounts, file access and permissions, network group maintenance, protocol administration and Network Security compliance ect.

	Service Levels
	Typical Service Characteristic

	Standard
	Protocol administration and network security compliance only 

Response within 2 business days for customer requests

	Enhanced 
	Basic network security compliance; basic security monitoring and management; performance monitoring and optimization; problem tracking and error detection; account management; configuration management; and user support.  Response by next business day for customer requests.

	Premium
	Basic network security compliance; basic and enhanced security monitoring and management; performance monitoring and optimization; problem tracking and error detection; account management; configuration management; and user support. Response within 4 business hours for customer requests.


9.2.3
Hardware & software – moves, adds, & changes (MACS) service definition

A request for hardware or software moves/add/change service is defined as a service delivery order and provides services to perform client requested hardware or software installation, de-installation, and re-installation. Each service delivery order can request to move/add/change multiple client seats. Service delivery orders are independent of each other.  Individual service delivery orders shall not be combined without the consent of the client.  The following service levels apply to each service delivery order.

HARDWARE MACS

	Service Levels
	Quantities
	Typical Service Characteristic

	Standard:
	<=5 moves/adds/changes 
	Completed within 5 business days

	
	6– 10 moves/adds/changes
	Completed within 10 business days

	
	11–30 moves/adds/changes
	Completed within 20 business days

	
	> 30 moves/adds/changes 
	Requires time to be negotiated with the ESP

	
	
	

	Enhanced: 
	1 
	Installed and operational within 1 business day (8 business hours)   

	
	2 – 5 moves/adds/changes
	Installed and operational within 2 business days (16 business hours) 


SOFTWARE MACS 

	Service Levels
	Quantities
	Typical Service Characteristic

	Standard:
	<=5 moves/adds/changes 
	Completed within 5 business days

	
	6 – 10 moves/adds/changes
	Completed within 10 business days

	
	11 – 30 moves/adds/changes
	Completed within 20 business days

	
	> 30 moves/adds/changes
	Requires time to be negotiated with the ESP. 

	
	
	

	Enhanced:
	1
	Installed and operational within 1 business day (8 business hours) 

	
	2 – 5 moves/adds/changes
	Completed within 2 business days (16 business hours) 


9.2.4
Shared printing service definition

Provide access to shared network devices.  Networked print services shall be located within the user’s building at a close proximity from the user’s work area.  

	Service Levels
	Typical Service Characteristic

	None
	No shared peripheral services

	Standard
	Access to networked black and white print services within 50 feet on the same floor

	Enhanced
	Access to networked black and white print services within 30 feet on the same floor, and color print services within the user’s building

	Premium
	Access to networked black and white print services, within 10 feet on the same floor and color print services on the same floor


9.2.5
Hardware & system software maintenance service definition

Provide standard hardware and software maintenance services for the computer hardware system (CPU, Memory, Monitor/Keyboard/Mouse and designated peripherals) and system software including the operating system, security software and appropriate middleware (communications software, Operating System (OS) services, application services and system management services). Software patches are modifications to the software that provide security and bug fixes. This does not include services associated with Software Technology Refresh.  (The purchase of the Software Technology Refresh service provides the servers with all new versions, upgrades, modifications and other non-security and non-bug-related patches associated with the system software.)  

	Service Levels
	Typical Service Characteristic

	Standard
	Per manufacturer's scheduled maintenance agreement


9.2.6
Data backup & Record Retention service definition 

Provide the following performance delivery on ESP supported servers.  The City reserves the right to verify performance requirements. The ESP shall provide LAN services required to meet the performance delivery requirements.

	Service Levels
	Typical Service Characteristic

	Standard
	Requires full backups of server data to be performed weekly, with incremental backups every day. 

	Enhanced
	Requires full backups of server data to be performed daily.

	Premium
	Requires redundant, on-line backup of server data.


9.2.6.1
Application and System Backup Retention Schedules

Each system or application is assigned a backup schedule (write the data to the tape) and a tape retention schedule (define how long to retain the data on the tape) before a system or application goes into production.

Within the media management system, each system or application is assigned a unique name and media retention schedule. Based upon feedback from customers, vendors and data processing experience, each system or application data is retained on backup tape for recovery purposes. In many cases, the tape backup is used only if the disk backup can not be used. The backup tape cycle rotation is set up based upon what the needs are for recovery and what type of data is on the backup tape. For example, financial data that is backed up after an annual process has been run is retained at minimum of 2 years and a maximum 7 years. If the data is a database backup after processing the 1099 IRS information, and then the data is stored for 7 years, however if the data is microfilm, and thus can be reprocessed if necessary, than the data on the tape is retained for 2 years. Most system and application backups follow the schedule as listed below.

Daily Backups
Data is stored on a tape backup for 2 weeks

Weekly Backups
Data is stored on a tape backup for 1 month

Monthly Back ups
Data is stored on a tape backup for 1 year

Annual  Backups
Data is stored on a tape backup for 2-7 years

9.2.7
End user platform service definition

Provide services to ensure an appropriate computer platform hardware (e.g., processor, memory, disk, network interface card) and system software (e.g., operating system, network operating system) is available to the specified seat.  Services include requirement analysis; hardware and system software platform acquisition, testing, verification, and installation in accordance with the specific technology refresh cycles.  

Each platform shall meet or exceed the minimum configuration recommended by the software manufacturer for the software installed with each seat.  All components of the standard software load shall be capable of correct simultaneous execution and mutual interaction on each seat’s platform.  See technical requirements section for further details.

9.2.8
File & print service definition

Provide access to shared file servers for individuals and/or workgroups.  The ESP shall restore files from backup at the user’s request within 8 business hours. The City and the ESP will establish the amount of server file space allocated per user.  Additional space will be allocated for shared use for department or Citywide common storage areas.  

9.2.9
Loaner pool management service definition

Provide management of seats identified as loaners through the selection of this option. The primary use of loaners is for employee travel, special projects, and temporary use during repair of primary equipment. A loaner device will be provided to the user with the standard City of Minneapolis configuration.  Upon return, the loaner device will be restored to standard configuration.  

	Service Levels
	Typical Service Characteristic

	None
	No loaner management

	Standard
	Loaner with standard City of Minneapolis configuration provided within 5 business days of the request 

	Enhanced
	Loaner with standard City of Minneapolis configuration provided within 2 business days of the request 

	Premium
	Loaner with standard City of Minneapolis configuration provided within 8 business hours of the request. 


9.2.10
Integrated customer support & Help Desk service definition

Provide Help Desk contact, resolution, and tracking services for customer support for the following ESP capabilities:

· Client communications systems services

· 
System hardware, system software, and application software 

· 
Supported catalog hardware and software

· 
Network infrastructure hardware and software

The service also includes the generation of trouble tickets, providing customer and service providers with system status and alerts, and submitting unresolved problems to the appropriate internal or external service providers. The ESP provided Help Desk will be responsible for routing and tracking user requests for non-ESP supported services to the appropriate service provider. 

	Service Levels
	Typical Service Characteristic

	Standard
	Full services

Hours of operation: 6:00 a.m. to 6:00 p.m. local time on workdays;

Acknowledgment of request within 1 hour

	Enhanced
	Full services

Hours of operation: 6:00 a.m. to midnight local time on workdays;

Acknowledgment of request within 1 hour

	Premium
	Full services

24x7x365 operations;

Acknowledgment of request within 1 hour


9.3
SERVICE LEVEL REQUIREMENTS SECTIONxe "5.3
SERVICE LEVEL REQUIREMENTS SECTION"
9.3.1
LAN, WAN, & remote communications service level 




requirementsxe "5.3 
LAN, WAN, & remote communications Service level 
requirements"
LAN and WAN services are to be provided as separate service categories.  Pricing for all requirements for these services, including all data communications infrastructure support, is bundled into the fixed price per service category.  Communication services are to be available on a per seat basis and to employ a "seat" model similar to the end user platforms.

This service will provide the design, installation, testing, documentation, repair, adds, moves, and removal of networking devices within and between buildings required to provide LAN connections. The use of existing standardized configurations shall be offered and encouraged.  However, this service shall include the creation of a new standardized configuration if necessary.  This new configuration would then become part of the inventory of existing standardized configurations.

Hardware Standards:

The City has standardized on Cisco routers and switches. All installed network equipment shall be replaced within two years of last manufactured date, except that this requirement will be waived for the first two years of the contract. The cost of network equipment should include any required fees to enable standard firmware/software upgrades and hardware maintenance.

9.3.2
LAN 1, 2, & 3 description summary

Provide all services (end-user site and infrastructure) required to provide LAN/WAN access of the prescribed service level.  LAN/WAN services shall meet or exceed the performance requirements specified below.  Services include:

· Connection of a given, properly configured client seat to the LAN

· Verification of operation

· Installation and verification of communications-oriented system software (if not provided under System Provision service)

Includes ESP supported data communications services: LAN/WAN administration and control of any and all services required to deliver LAN operations, WAN services, remote LAN services, network services (Domain Name Services (DNS), Windows Internet Naming Services (WINS), etc.), Internet Protocol (IP) address management, LAN/WAN security, and administration.  This includes replacements and upgrades of associated equipment (e.g., repair and replacement of routers and switches).  LAN/WAN services are provided 24/365 days/year.

LAN 1, 2, & 3 descriptions

Note: All LANs Have a Standard - Move, Add, Change Service Level, and Premium Restore to Service, Service Level.

	Service Type
	Service Level
	Typical Service Characteristic

	LAN 1
	Slow
	A single user connection, typically an IEEE 8023 10 Base T hub with a throughput capability of up 5 megabits per second

	LAN 2
	Standard
	A single user connection, provides 10/100MB connection with a throughput capability of up to 50 Mb per second

	LAN 3
	Fast
	A single user connection, provides gigabit connection with a throughput capability of up to 500 Mb per second


9.3.3
WAN 1-6 infrastructure service level definition summary

This service will provide the design, installation, testing, documentation, repair, adds, moves, and removal of regulated carrier circuits and network equipment within and between buildings required to provide WAN connections. 

The use of existing standardized configurations shall be offered and encouraged.  However, this service shall include the creation of a new standardized configuration if necessary. This new configuration would then become part of the inventory of existing standardized configurations.

Hardware Standards:

The City has standardized on Cisco routers and switches. The ESP will install only network equipment currently being manufactured. All installed network equipment should be replaced within two years of last manufactured date, except that this requirement will be waived for the first two years of the contract.  The cost of network equipment shall include any required fees to enable standard firmware/software upgrades and hardware maintenance.

wan 1-6 descriptions 

Note: All LANs Have a Standard - Move, Add, Change Service Level, and Premium Restore to Service, Service Level.

	Service Type
	Service Level
	Typical Service Characteristic

	Wan 1
	Very Slow
	Supports single user connection, Frame relay with 28.8 KB Cir, Connects a low usage site with City Hall , Ping time should average less than 60 Milliseconds

	Wan 2
	Slow
	Supports single user connection, provides ISDN at 128 KB per second, Connects remote users with City Hall

	Wan 3
	Standard
	Supports single user connection, provides 256 KB throughput, Connect remote users to City Hall

	Wan 4
	Fast
	Supports single user connections, Frame Relay DS1 guaranteed bandwidth at 788KB per second, Ping time aver < 10 milliseconds, Connects larger local offices

	Wan 5
	Very Fast
	Supports single user connections, Dedicated DS1 with bandwidth at 1544KB, ping time average < 6 milliseconds, Connects larger local offices

	Wan 6
	Ultra Fast
	Supports single user connections, Fractional of full DS3 connection to an Internet Service Provider, Provides 3000KB or greater data transfer


9.3.4
Remote communications (1-4) descriptions

· remote  communication 1 description   

Functionality:  Provides a single standard analog dial-in service that supports transfer rates up to 56KB, v.34 modems. 

Standard Services:

	Service Type
	Service Level
	Typical Service Characteristic

	Communications
	Standard
	Analog dial-in support for up to 56kbps – V.90 modem

	Moves/Adds/Changes
	Standard
	Moves/adds/changes completed within 5 business days

	Restore to Service
	Enhanced
	Restore to service within 4 business hours


· remote  communication 2 description   

Functionality:  Provides a Virtual Private Network (VPN) connection via the Internet.

Standard Services:

	Service Type
	Service Level
	Typical Service Characteristic

	Communications
	VPN
	Secure Internet Connection

	Moves/Adds/Changes
	Standard
	Moves/adds/changes completed within 5 business days

	Restore to Service
	Enhanced
	Restore to service within 4 business hours



Note: ESP is not responsible for end user’s personal Internet Service Provider (ISP)s. 

· remote  communication 3 description   

Functionality:  Provides a mobile wireless analog dial-in interface.  

Standard Services:

	Service Type
	Service Level
	Typical Service Characteristic

	Communications
	Wireless
	Mobile connectivity at 28.8kbps or greater (eg. Cellular)

	Moves/Adds/Changes
	Standard
	Moves/adds/changes completed within 5 work days

	Restore to Service
	Enhanced
	Restore to service within 4 business hours


· 
remote  communication 4 description   

Functionality:  Provides a mobile wireless dedicated interface to the City's network and servers.  

Standard Services:

	Service Type
	Service Level
	Typical Service Characteristic

	Communications
	Dedicated Wireless
	Mobile connectivity at 28.8kbps or greater

	Moves/Adds/Changes
	Standard
	Moves/adds/changes completed within 5 business days

	Restore to Service
	Premium
	Restore to service within 2 contiguous hours


Note: The ESP will support migration to higher speed broadband, wireless communication when available.

ESP Response - LAN/ WAN/ Remote Communication Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.4
SERVER-BASED PLATFORM SERVICE LEVEL REQUIREMENTS

Provides the services to ensure appropriate computer platform hardware (e.g., processor, memory, network interface card, etc.) and system software (e.g., operating system, and middleware) are available to the specified server type. Services include requirement analysis, hardware and system software platform acquisition, testing, verification, and installation in accordance with the specific technology refresh cycles.  
These services allow access to business critical applications. These services shall include implementation of the server as well as installation of the client software.  

The use of existing standardized configurations shall be offered and encouraged through the use of the ESP’s services catalog. This service shall also include the creation of a new standardized configuration if necessary. Any new configuration would then become part of the ESP services catalog. 
Examples of platforms would be:

· Intel-based platforms with either Windows NT 4.0, Windows 2000, or Unix

· Unix platforms with the AIX operating system

9.4.1
required software

· Operating System (Windows NT 4.x, Windows 2000, Unix xx, Linux xx, AIXxx, and 
Sidewinder)

· Backup/Restore

· Uninterruptible Power Supply (UPS) software to shutdown server

· Anti-virus

· TCP/IP network protocol enabled

· Dynamic Host Configuration Protocol (DHCP) services enabled as required

· Simple Network Management Protocol (SNMP) Monitoring Tools

9.4.2 system administration

ESP will provide full security and administration of all applications, directories, and user accounts.

9.4.3 networking protocol requirements

This service shall support only the TCP/IP network protocol.  TCP/IP may be used over any connection (LAN, WAN, Remote Access, or Internet). 

9.4.4 data backup & restoration services

Service Description: Provide backup and restore services for server disk storage. Provide the capability to restore files and directories within 4 business hours (of request) for files and directories changed more than 1 day before and no older than 30 days. 

	Service Levels
	Typical Service Characteristic

	Standard
	Requires full backups of server data to be performed weekly with incremental backups daily.

	Enhanced
	Requires full backups of server data to be performed daily.

	Premium
	Requires redundant, on-line backup of server data.


9.4.5
web server services

Functionality:  Provides World Wide Web (WWW) server support.  This includes the hardware, network connection, system software and support, web server software and support, and back-end database connectivity and necessary infrastructure to support the City’s e-Government initiatives.  

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel Server 
	Sufficient Server Functionality

	System Administration 
	Enhanced
	ESP controlled

	Restore to Service  
	Premium
	Restore to service within 2 contiguous hours 

	Storage Volume
	Standard
	8GB OS + application specific server space 

	Data Backup and Restoration
	Standard
	Requires full backups of server data to be performed weekly, with incremental backups daily.


9.4.6
application server services

Functionality: Provides Application server functions. This includes the hardware, network connection, system software and support, server software and support and environments needed to support the City’s applications.  

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel/Unix Server 
	Sufficient Server Functionality

	System Administration 
	Enhanced
	Vendor controlled

	Restore to Service 
	Enhanced
	Restore to service within 4 business hours; service level varies as it is application specific

	Storage Volume
	Standard
	8GB OS + application specific server space. Refer to Technical Section (8). 

	Data Backup and Restoration
	Standard
	Requires full backups of server data to be performed weekly, with incremental backups daily.


9.4.7
database server services

Functionality:  Provides database server functions. This includes hardware, system software and support, server software and support, network connection, and operations support to fulfill the City’s database requirements.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel/ Unix Server 
	Sufficient Server Functionality

	System Administration
	Enhanced
	ESP controlled

	Restore to Service
	Enhanced
	Restore to service within 4 business hours; service level varies as it is application specific

	Storage Volume
	Standard
	8GB OS + application specific server space. Refer to Technical Section (8). 

	Data Backup and Restoration
	Premium
	Requires redundant, on-line backup of server data.


9.4.8
file storage & printing services

Functionality:  Provides File Server functions. This includes the hardware, network connection, system software and support, and server software. 

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel/ Unix Server 
	Sufficient Server Functionality

	System Administration 
	Enhanced
	ESP controlled

	Restore to Service 
	Enhanced
	Restore to service within 4 business hours

	Storage Volume
	Standard
	8GB OS + user specific server space. Refer to Technical Section (8). 

	Data Backup and Restoration
	Enhanced
	Requires backups of server data to be performed daily


9.4.9
thin client server services 

Functionality:  Provides a Thin-Client Server function to clients such as Thin-Client End-User Platform seats TC and Personal Digital Assistant (PDA). This includes the hardware, network connection, system software and support, server software and support, and database software and environments necessary to support the City’s Thin Client applications.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel
	Sufficient Server Functionality (Citrix)

	System Administration 
	Enhanced
	ESP controlled

	Restore to Service 
	Enhanced
	Restore to service within 4 business hours

	Storage Volume
	Standard
	8GB OS + application specific of server space 

	Data Backup and Restoration
	Enhanced
	Requires backups of server data to be performed daily


9.4.10
e-mail server Services 

Functionality: Provides exchange e-mail services to City users.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Intel
	Sufficient Server Functionality (Exchange).

	System Administration 
	Enhanced
	ESP controlled

	Restore to Service 
	Premium
	Restore to service within 2 contiguous hours. 

	Storage Volume
	Standard
	8GB OS + application specific of server space 

	Data Backup and Restoration
	Enhanced
	Requires backups of server data to be performed daily


ESP Response – Server-based Platform Requirements 
a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.
9.4.11
Network performance threshold and characteristics

· The City requires 99.9% network availability

· The ESP must demonstrate the capability and intent to manage a Fiber/Hybrid Fiber Coax Institutional Network.

ESP Response – Network Performance Threshold and Characteristics 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

9.4.12
Capacity upgrade threshold

The City requests that storage capacity be automatically upgraded an additional 10% capacity whenever storage exceeds 80% of disk capacity.  This upgrade can happen up to 2 times a year with no additional cost.

ESP Response – Capacity Upgrade Threshold 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

9.5
END USER PLATFORM SERVICE LEVEL REQUIREMENTS

This service provides managed computing platforms that can be connected to computing resources through a local or wide area network, or through remote access services. This service shall be capable of delivering different types of computers based on the needs of the user. 

The use of existing standardized configurations shall be offered and encouraged through the use of the ESP’s services catalog. However, this service shall include the creation of new standardized configurations as necessary.  Any new configuration would then become part of the ESP’s services catalog.

9.5.1 required software

The ESP will maintain a standard desktop image for the City.  The following software shall be included with the platform:

· Operating system, such as Windows NT 4.x Workstation, Windows 2000, or Windows 
XP, including all drivers and other enabling software or PDA specific operating 
systems.

· Any ESP-specific hardware or machine support software such as diagnostics or configuration tools.

· A systems management software tool for remotely managing the 
environment, where applicable.

· Web browsers (Internet Explorer 5.x or later, and Netscape 4.x or later, where required by client).  Browsers that support Secure Sockets Layer  (SSL) and Triple-Data Encryption Standard (DES) encryption are required.

· Anti-virus software

· Adobe Acrobat Reader 5.x or later

9.5.2 adaptability

The ESP must plan for and recommend quarterly updates to the hardware configuration, in conjunction with manufacturer’s product life cycle. Periodic reviews of the current hardware configuration will be conducted and may result in changes as approved by the City’s ESP Relations Manager. This would only affect new units being deployed; existing units in production will eventually be replaced with the current new model through a technology refresh program. The ESP will review major hardware changes with the City. 

9.5.3 networking protocol requirements

This service must operate over the TCP/IP networking protocol and any other protocols that may be required by applications running on the platform.

9.5.4
desktop/ thin client

· desktop Seat Description

Functionality: The client computer resources provide a standard desktop productivity tool set. Functionality includes word processing, spreadsheet, presentation graphics, electronic messaging (e-mail, calendaring, forms) Internet tools (WWW, browser, and collaborative tools) and anti-virus.

Platforms in this seat are capable of running the minimum standard office automation software package and the general purpose business and administrative software and government provided application solutions at acceptable performance levels and meet or exceed the manufacturer's recommended hardware requirements for each of the software packages.

· thin client seat description

Functionality: The client computer resources provide access to City productivity tools. Functionality includes: Word processing, spreadsheet, presentation graphics, electronic messaging (e-mail, calendaring, forms), Internet tools (WWW, collaborative tools, etc.), and anti-virus. Platforms in this seat are capable of running the Thin Client software in order to provide acceptable performance levels.

Standard Services for both Desktop and Thin Client: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	PC 
	PC desktop functionality

	Application Software
	Standard
	Standard application software suite (Tier 1 and 2)

	Restore to Service 
	Standard 
	Restore to service within 8 business hours 

	Systems S/W Maint.
	Standard
	Restore to service within 8 business hours

	Application S/W Support 
	Standard 
	Restore to service within 8 business hours

	Hardware Refresh 
	Standard
	Tier 3 as defined to refresh schedule 

	Software Refresh 
	Standard
	Software on Desktops must be a supported level. Tier 1 and Tier 2 according to manufacturer’s service level

	Moves/Adds/Changes

Hardware

Software 
	Standard

Standard
	<= 5 moves/adds/changes completed within 5 business days

<= 5 moves/adds/changes completed within 2 business days

	LAN Services 
	Standard          (LAN 1, 2, or 3)

 
	LAN 2

	Int. Customer. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	Systems Administration
	Standard
	User ID, Security, Access rights, connectivity

	Shared Peripheral Service
	Standard
	Access to network devices

	Local Data Backup & Restore
	None
	No local data backup and restore services

	Loaner Pool Management
	Enhanced
	Provide loaner device for up to 30 days.  Loaner pool to reflect 1% of installed base.


9.5.5
Laptop seat description

Functionality:  The laptop computer resources provide a standard portable device for office automation and remote access productivity enhancement needs. Functionality includes: Word processing, spreadsheet, presentation graphics, electronic messaging (e-mail, calendaring, forms), Internet tools (WWW, browser, and collaborative tools), and anti-virus.

This seat is intended to fulfill the requirements for portable computing.  These requirements include support for the user who needs full desktop capabilities from various City of Minneapolis facilities with seat functionality intact, or needs access to City of Minneapolis resources (e.g., e-mail, data files) from non-City facilities.  Optional capabilities when working in the office environment may include a connection to a docking station or to a monitor. 

Platforms in this seat are capable of running the minimum standard office automation software package at acceptable performance levels and meeting or exceeding the manufacturer’s recommended hardware requirements for each of the office automation software packages. 

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Laptop
	Laptop functionality

	Application Software
	Standard
	Standard application software suite

	HW & Sys Maintenance 
	Standard 
	Restore to service within 8 business hours

	Application S/W Support
	Standard 
	Restore to service within 8 business hours

	Hardware Refresh 
	Standard
	System replacement every 3 years

	Software Refresh 
	Standard
	Replace S/W loads every 12 months where applicable.  Software must be at a supported level.

	Moves/ Adds/Changes 

Hardware
Software
	Standard
Standard 
	<= 5 moves/adds/changes completed within 5 business days.
<= 5 moves/adds/changes completed within 2 business days.    

	LAN Services
	L1, L2, L3

R1, R2 
	Modem or wireless access to LAN. LAN 1, 2, or 3 when docked

	Int. Cust. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	Systems Administration
	Standard
	User ID, Security, Access rights, connectivity

	Shared Peripheral Service
	Standard
	Access to network devices

	File Service
	Standard
	City Standard server space – 100MB

	Local Data Backup and Restore
	None
	No local data backup and restore services

	Loaner Pool Management
	Enhanced
	Provide loaner device up to 30 days.  Loaner pool to reflect 2% of installed base


9.5.6
PDA seat description 

Functionality: The PDA provides interoperability software for office automation and mobile productivity enhancement needs. Functionality may include: word processing, electronic messaging (e-mail, calendaring, forms), Internet tools.

These services apply to City-issued, standard equipment. This seat is intended to fulfill the requirements for handheld devices. These requirements include support for the user who needs personal information management and access to City resources while away from the office. 

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	PDA
	PDA

	Application Software
	Standard
	Device specific software

	HW & Sys Maintenance – Manufacturer warranty only
	Standard 
	ESP to coordinate with manufacturer

	Application S/W Support
	Standard 
	Restore to service within 8 business hours for City-provided, standard devices.

	Hardware Refresh 
	Standard
	System replacement every 2 years

	Software Refresh 
	Standard
	Replace S/W load as need dictates for enterprise applications

	Moves/ Adds/Changes 

Hardware

Software
	Standard 
Standard
	<= 5 Moves/adds/changes completed within 5 business days

<= 5 Moves/adds/changes completed within 2 business days

	LAN Services
	 
	Device specific

	Int. Customer. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	System Administration
	Standard
	Synchronization with workplace desktop as needed

	File Services
	None
	

	Local Data Backup and Restore
	None
	No local data backup and restore services

	Loaner Pool Management
	Standard
	Provide loaner device for up to 30 days (or as warranty repair time frame dictates).  Loaner pool to reflect 5% of City-provided, standard devices.  


9.5.7
Engineering & Development seat description 

Functionality:  The client computer resources provide desktop services for a wide range of engineering and development (ED) service needs. The functionality is typically met by a high-end PC desktop. Functionality includes: capability of running commonly used ED applications (software development, GIS, Computer Aided Design (CAD), Computer Aided Engineering (CAE)) as well as word processing, spreadsheet, presentation graphics, electronic messaging (e-mail, calendaring, forms), Internet tools (WWW, browser, and collaborative tools, etc.) and anti-virus.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	PC 
	High-end PC desktop functionality (see technical requirements) 

	Application Software
	Standard
	Standard application software suite and  engineering and development tools

	Hardware & Sys Software


	Standard


	Restore to service within 8 business hours

	Hardware Refresh 
	Enhanced
	System replacement every 2 years

	Software Refresh 
	Standard
	Replace S/W loads every 12 months where applicable.  Software must be at a supported level.

	Moves/ Adds/Changes

Hardware

Software


	Standard

Standard


	<= 5 Moves/adds/changes completed within 5 business days

<= 5 Moves/adds/changes completed within 2 business days

	LAN Services
	Standard 
	LAN2 or 3

	Int. Cust. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	Systems Administration
	Standard
	User ID, Security, Access rights, connectivity

	Shared Peripheral Services
	Standard
	Access to network devices

	Local Data Backup and Restore
	None
	No local data backup and restore services

	Loaner Pool Management
	Standard
	Provide loaner device for up to 30 days.  Loaner pool to reflect 1% of installed base.


ESP Response – End-user Platform Requirements


a. Will you meet this requirement?  Y____ N____


b. Provide a detailed implementation plan that outlines how your organization will meet this 
requirement.  Such plan should describe the major tasks to be accomplished along with their 
respective time frames.

9.6
SOFTWARE SERVICE LEVEL REQUIREMENTS

This service provides, through a set of standard software packages, software and software related services to servers, desktops, and portable computing devices.  This service shall also provide the ability to include City-owned custom software as needed.  The service includes the provision of the software and regular upgrades, as well as the provision of optional or custom software to the client. Services are also provided to ensure that appropriate application software suites are available to the specific seat type. Types of service include requirement analysis, software product acquisition for testing, verification, and installation of ESP supported software, in accordance with the specific technology refresh cycles. The ESP shall provide the required application software to meet the functionality for word processing, spreadsheet, presentation graphics, electronic messaging (e-mail, calendaring, forms), Internet tools (e.g., WWW, browser, and collaborative tools) anti-virus, etc. as defined by City standards. The ESP shall provide a software distribution infrastructure that can support timely delivery of software updates and configuration changes to all subscribers of this service.

The use of existing standardized packages shall be offered and encouraged through the use of the ESP services catalog.  However, this service shall include the creation of new software packages as necessary.  Any new package shall then become part of the ESP services catalog.  The ability to easily add additional software packages is especially important to this service because of the wide variety of clients that may utilize the ESP’s services.

9.6.1
Software licensing compliance 

The City of Minneapolis has licensing agreements with major software vendors. Where existing City- owned software provides an existing licensed capability, the ESP must employ these licenses on behalf of the client if so requested.  However, ESPs must assume full responsibility for tracking and managing this software to include replacing the existing licenses when they expire along with assuming the cost of upgrades or version changes as stated in the City-owned license. This upgrade or version change cost will become part of the ESP seat price.  It is anticipated that the City for use will extend these licenses by agencies Citywide. When ESP-owned Software licenses are utilized, charges shall include any required costs to enable standard software upgrades.

9.6.2
ESP supported software – tier 1 & tier 2

For vendor-supported software on ESP managed/provided seats/systems, the ESP shall provide the full scope of services required by the City of Minneapolis.  ESP supported software systems include: City standard commercial, off-the-shelf (COTS) software loads identified in Tier 1 and Tier 2; Client specific COTS software loads; all City of Minneapolis data communication services; and items purchased from the ESP. 

9.6.3 
ESP Support of city-supported applications requirements – 


tier 3 

The ESP will provide support to Tier 3 supported software on ESP managed/provided seats/systems as identified below.

City supported software systems may include any City standard software loads supported by the City, through non-vendor contracts, or each Tier 3 application, the client will identify a point-of-contact (POC) to the ESP for each software product in this category.  For Tier 3 items (included in the seat/system), the ESP shall:

· Route and track all trouble tickets for City-supported applications to the City identified POC for resolution. 

· Install the City-supported applications.  If required the ESP shall identify the location and make available the appropriate file space to store non-vendor supported software.

· De-install and re-install any City-supported software to another location consistent with the move, add, and change provisions for a system.

· Return the configuration to the baseline operable installation when it is determined that the non-ESP supported software implementation affects the stability or operability of the client configuration.  

If the ESP has added City-supported application component(s) to the existing base configuration and the updated configuration is stable and interoperable; the updated configuration will be established as the new baseline for that system. If the ESP subsequently modifies the baseline configuration as part of a normal Vendor process, and that configuration becomes unstable due to the City-supported software implementation, the customer's need to accomplish the City mission must supersede the new configuration modification and the ESP shall revert the configuration to the established baseline.  If this inability to update the baseline configuration results in the ESP’s inability to achieve a contract performance metric, then the City of Minneapolis ESP Relations Manager shall be contacted for resolution.

9.6.4
Other software requirements – tier 4  

Tier 4 software is any item not covered by Tiers 1 through 3.  On any ESP managed/provided seat/system with maintenance or technology refresh, the ESP is responsible for the following: 

For End User Platform seats, individual baseline seat configurations may have to be jointly defined by the end user and the ESP to ensure continuity of the City mission and the client performance.  If a customer installs other software component(s) on the existing seat configuration and the ESP and the end user jointly agree that the updated seat configuration is stable and interoperable; the updated seat configuration shall be established as the new seat configuration for that end user.  In those cases where a mutual agreement regarding the seat configuration cannot be reached, the City of Minneapolis' ESP Relations Manager, in conjunction will render a decision with the client and client POC.  

For any seat where an end user has implemented a change to the established baseline configuration and the ESP subsequently modifies the seat configuration, and that configuration becomes unstable or ceases to be interoperable due to end-user effected change, the ESP shall return the configuration to the previous established baseline if the client's need to accomplish the City mission supersedes the need of the ESP’s configuration modification.  The City of Minneapolis’ ESP Relationship Manager, in conjunction with the client and the client’s POC, will decide the priority of needs and resolution of performance metrics in this instance. 

In addition to the above, for any seat where it is determined that a software Tier 3 change has affected the stability, operability, or performance metrics for the seat or any City of Minneapolis IT service, the ESP shall return the configuration to the baseline operable configuration. A joint decision will be made between the ESP and the City of Minneapolis’ ESP Relationship Manager, in conjunction with the client and the client’s POC, on how to proceed. 

ESP Response – Software Requirements 

a. Will you meet this requirement?  Y____ N____

b. If Yes, provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.7
PRINTING PLATFORM SERVICE LEVEL REQUIREMENTSxe "5.7
Printing Platform Service LEVEL REQUIREMENTS"
This service will describe the printing hardware and supporting software, to be offered as services. 

The use of existing standardized configurations shall be offered and encouraged through the use of the ESP services catalog. However, this service shall include the creation of a new standardized configuration if necessary.  Any new configuration would then become part of the ESP’s services catalog.

Networked black and white print services shall be capable of printing at a minimum of 20 pages per minute and capable of printing transparencies.  Networked color print services shall support, at a minimum, 600dpi, 12 color pages per minute and capability of printing transparencies.  ESP shall include options for other more specialized printers and plotters in the ESP’s services catalog.  Examples might include large format drum-type printers or plotters, and printers supporting special protocols. Print jobs that become stuck in a print queue will be cleared within 30 minutes of being identified to the Help Desk.

9.7.1
Personal black & white and color printers 

Personal black & white printer

Functionality:  A small low volume black and white desktop sized printer, capable of printing on 8.5”x11” paper, without duplex support.  This printer will be locally attached to a computer provided through the End-User Platform Service.  This device will not be shared on the network.

Personal color printer description

Functionality:  A small low volume color desktop sized printer, capable of printing on 8.5”x11” paper, without duplex support. This printer will be locally attached to a computer provided through the End-User Platform Service. This device will not be shared on the Network.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Color Printer
	Locally attached color or black and white printer, 8.5x11 paper

	Duplex
	None
	No Duplex printing

	Hardware & Sys Software 
	Standard 
	Restore to service within 8 business hours

	Systems S/W Maint.
	Standard
	Restore to service within 8 business hours

	Hardware Refresh 
	Standard
	Per ESP Refresh Schedule

	Moves/Adds/Changes 
	Standard 
	<= 5 Moves/adds/changes completed within 5 business days

	LAN Services 
	None 
	None

	Int. Cust. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	System Administration 
	None
	None


Networked general business black and white printer

Functionality: This service shall provide a networked, shared use black and white printer. This printer shall, at a minimum, be capable of printing at a rate of 20 pages per minute plain text, and capable of printing on 8.5”x11” (letter), or 8.5”x14” (legal) paper, and transparencies.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform 
	General Business Printer
	Network attached black and white printer, 8.5 x11, and 8.5x14 paper and transparencies

	Duplex
	Standard
	Duplex printing supported

	Hardware & Sys Software 
	Standard 
	Restore to service within 8 business hours

	Systems S/W Maint.
	Standard
	Restore to service within 8 business 

	Hardware Refreshment 
	Standard
	System replacement every 3 years

	Moves/Adds/Changes 

Hardware
	Standard 
	Moves/adds/changes completed within 5 work days

	LAN Services 
	Standard
	Less or equal to 100MBPS (LAN 1 or 2)

	Int. Cust.  Support/Help 
	Standard 
	Full, 12x5 6 AM to 6 PM

	System Administration 
	Standard 
	S/W upgrades, configuration, queue management


Networked general business color printer description

Functionality: This service shall provide a networked, shared use color printer. This printer shall, at a minimum, be capable of printing 600 dpi, 12 pages per minute plain text, and capable of printing on 8.5”x11” (letter), 8.5”x14” (legal) paper, and transparencies. 

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	General Business Printer
	Network attached color printer, 8.5x11, 8.5x14 paper, transparencies

	Duplex
	Standard
	Duplex printing supported

	Hardware & Sys Software 
	Standard 
	Restore to service within 8 business hours

	App Software 
	Standard 
	Restore to service within 8 business hours

	Hardware Refresh 
	Standard
	System replacement every 3 years

	Moves/Adds/Changes 

Hardware
	Standard 
	<= 5 Moves/add/changes completed within 5 business days

	LAN Services 
	Standard 
	Less or equal to 100Mbps (LAN 2)

	Int. Cust. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	System Administration 
	Standard 
	S/W upgrades, configuration, queue management


Special purpose device description

Functionality:  This service shall provide a networked, shared use, specialized printing device. The features and functions of these devices will vary and may include plotters; computer output microfilm, etc.

Standard Services: 

	Service Type
	Service Level
	Typical Service Characteristics

	Platform
	Specialized Printer
	Network attached, specialized print device.

	Duplex
	Where applicable
	Duplex printing supported

	Hardware & Sys Software 
	Standard 
	Restore to service within 8 business hours

	App S/W Maint.
	Standard
	Restore to service within 8 business hours

	Hardware Refresh 
	Standard
	System replacement every 3 years

	Moves/Adds/Changes 

Hardware
	Standard 
	<= 5 Moves/adds/changes completed within 5 business days

	LAN Services 
	Standard
	Lan 2

	Int. Cust. Support/Help 
	Standard
	Full, 12x5 6 AM to 6 PM

	System Administration 
	Standard 
	Device specific requirements


ESP Response – Special Purpose Device Description 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.8
MOVES, ADDS, & CHANGES SERVICE LEVEL REQUIREMENTSxe "5.8
MOVES, ADDS, & CHANGES SERVICE LEVEL REQUIREMENTS"
9.8.1
Hardware & software – moves, adds, & changes

Provide services to perform client requested hardware or software installation, de-installation, and re-installation.  A request for hardware or software moves/add/change service is defined as a service delivery order. Each service delivery order can request to move/add/change multiple client seats. Service delivery orders are independent of each other.  Individual service delivery orders shall not be combined without the consent of the client.  The following service levels apply to each service delivery order.

HARDWARE MACS

	Service Levels
	Quantities
	Typical Service Characteristic

	Standard:
	<=5 moves/adds/changes 
	Completed within 5 business days

	
	6– 10 moves/adds/changes
	Completed within 10 business days

	
	11–30 moves/adds/changes
	Completed within 20 business days

	
	> 30 moves/adds/changes 
	Requires time to be negotiated with the ESP

	Enhanced: 
	1 
	Installed and operational within 1 business day (8 business hours)   

	
	2 – 5 moves/adds/changes
	Installed and operational within 2 business days (16 business hours) 


SOFTWARE MACS 

	Service Levels
	Quantities
	Typical Service Characteristic

	Standard:
	<=5 moves/adds/changes 
	Completed within 5 business days

	
	6 – 10 moves/adds/changes
	Completed within 10 business days

	
	11 – 30 moves/adds/changes
	Completed within 20 business days

	
	> 30 moves/adds/changes
	Requires time to be negotiated with the ESP. 

	Enhanced:
	1
	Installed and operational within 1 business day (8 business hours) 

	
	2 – 5 moves/adds/changes
	Completed within 2 business days (16 business hours) 


ESP Response – Moves, Adds, & Changes (MAC) Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.9
SYSTEM ADMINISTRATION SERVICE LEVEL REQUIREMENTSxe "5.9 
SYSTEM ADMINISTRATION SERVICE LEVEL REQUIREMENTS"
Provides for system administration services.  Examples of these services are:

· Client account maintenance

· File/system/application access management

· Security monitoring and investigation

· Performance optimization and reporting

· Error detection and correction

· Troubleshooting and client support

· Backup File Retention

Client Account Maintenance:

Administration of user accounts. The adding, changing and removal of NT, UNIX or Active Directory accounts. Resetting of passwords. Name changes. Group and distribution list membership maintenance.  This service is performed according to requests from the Help Desk service.

File/System/Application Access:

Maintaining the proper access security to servers, applications and file folders.  City of Minneapolis management authorizes access.

Security Monitoring:

Provides for detection of unauthorized access to the network, servers, applications and files.  This also includes performing investigations into suspected violations of the City of Minneapolis electronic communications policy.  Retrieve and provide documents and e-mail in accordance with subpoenas and official requests, per e-mail policy (see City E-Mail Policy)

Performance Optimization and Reporting:

Using industry standard tools, report on usage of resources.  This would include disk storage,mailbox size and processor utilization.Monitor and tune server and workstation configuration for best performance.

Error Correction and Detection:

Monitor for network and server failures.  Correct failures as identified by Help Desk notification. 

Troubleshooting and Client Support:

Provide second and third tier support for problems or questions identified through the Help Desk.

Backup File Retention:

Retention of backed up data shall be in accordance with mandates required by Federal, State and Local ordinances, as well as policies established by the City Clerk Records Management Division. (see section 9.2.6.1 for current schedule.) ESP will provide for an offsite storage facility at a separate physical location.  Backed up data will be rotated to this facility on a daily basis.

ESP Response – System Administration Requirements

a.
Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.10
CUSTOMER SUPPORT & HELP DESK SERVICE LEVEL 
REQUIREMENTSxe "5.10   CUSTOMER SUPPORT HELP DESK SERVICE LEVEL REQUIREMENTS" 

The City requires the ESP to provide a customer support Help Desk to service, track and route requests for service and to assist end users in answering questions and resolving problems related to the equipment or applications installed as part of the IT Services.  This Help Desk shall be the Single Point of Contact (SPOC) for all users of the City ‘s IT services.  It becomes the central collection point for service staff contact and control of the problem, change, and service management processes. This includes both incident management and service request management.  The ESP’s customer support Help Desk must integrate with the City of Minneapolis’ internal support staff, external service providers and/or other agencies as appropriate.

For all City of Minneapolis IT services, the ESP shall provide the following integrated customer support and help.  At a minimum these services shall include:

· Establish a help desk as a Single Point of Contact for all City of Minneapolis provided services.

· Providing a toll free telephone number for service calls.  The phone number shall be available 24 hours a day, 365 days a year with response consistent with the service level selected by the client.

· Providing telephonic and/or electronic mechanisms for problem reporting requests for service, and status updates. These services shall be available 24 hours a day, 365 days a year with response consistent with the service level selected by the client, Minimizing the amount of time it takes for a customer to report a problem to the ESP or to resolve the problem over the phone

· Routing of non-ESP supported actions to the appropriate service provider within 15 minutes after acknowledgement receipt of the trouble ticket of City-supported applications (Tier 3 and 4)

· Tracking of problems from initial call to restore to service. This includes problems redirected to non-ESP service providers. 

· Notifying users of problem status and resolution.

· Monitoring systems to proactively determine, diagnose, and resolve problems. This includes notifying customers and all service providers of known problems and alerts.

· Providing access to City of Minneapolis IT service offerings

· Provide end user documentation and orientation of services provided. 

· Provide consultation services for all Tier 1 and 2 software packages. For purposes of this requirement, consultation services include assisting customers in the correct usage of the software, but does not include application development or extensive training.

· Provide reports that effectively summarize and communicate the performance and compliance with service levels defined in the City of Minneapolis’ service level agreement (SLA) with the ESP. The City will have the ability to directly generate standard and ad hoc reports as needed.

· Provide training for Tier 1 and Tier 2 productivity tools.

9.10.1
Products to be supported

The help desk must be able to fully support Tier 1 and Tier 2 products and at varying service levels for all the other applications provided by the City of Minneapolis’ IT Services, whether the systems were initially developed or installed by the ESP or if they were taken over as part of the existing environment.  

The following is a list of city-applications that the ESP is responsible for supporting, as well as any other products identified and negotiated through the life of the ESP’s support contract: 

Tier 1 - Standard Enterprise-wide productivity software installed on all workstations.

Tier 2 - Optional Enterprise-wide productivity software available to all workstations.
Tier 3 - Enterprise-wide software that performs a special business function (i.e. FISCOL).

Tier 4 - Department-specific applications

9.10.2
Automated Call tracking

The City requires the ESP to have an automated information system that will track the history of calls and that will facilitate the development of standardized answers to commonly asked questions and solutions to common problems.  The output of this system will track the timeliness of responses and assist the City in determining where additional training may be required, trend analysis and planning. This system must also provide other management reporting as required by the City.   Access to the ESP’s automated information system will be provided to internal City support staff.

9.10.3
Help desk certification 

Help Desk staff should be certified (or have equivalent level certification of training) by software manufacturer in Tier 1 and Tier 2 software, as applicable, and/or demonstrate sufficient product knowledge through experience as validated by the ESP. 

9.10.4
Commencement of help desk services

Help Desk services will begin with completion of the transition to the ESP’s services outlined in this RFP.

9.10.5
Service level requirements based on industry standard 

“best practices”

Service level requirements are based on industry standard best practices and shall adhere to the following criteria:

· Average Speed of Answer < 45 seconds

· First call resolution of 85% for calls within the Help Desk resolution capability

· Call Abandon rate  < 6% for calls waiting  > 45 seconds

· Cycle Time Rate > 95% of incidents within Help Desk resolution capability resolved within a cycle time of 24 business hours.

9.10.6
Service level definitions

Average speed of answer (ASA):  The average time elapsed from the instant the call enters a queue until a qualified Help Desk analyst answers the call.  The monthly average speed of answer will be calculated by taking the sum of the elapsed times to answer all calls, for the applicable reporting period, and dividing it by the total number of calls answered in that reporting period.
Abandoned call:  One received at the Help Desk phone switch that disconnects after an interval equal to the ASA has elapsed, but before being answered by the Help Desk analyst.  The Call Abandon rate will be calculated by taking the total number of calls coded as a call abandon for the reporting period and dividing it by the total number of calls received in that reporting period.

First Call Resolution:  A request that is resolved during the initial phone call to the Help Desk.  Incidents requiring escalation or referral during the initial phone call are not considered within the Help Desk resolution capability.  The first call resolution rate will be calculated by taking the sum of the total number of incidents coded as first call resolved for the applicable reporting period and dividing it by the total number of incidents within the Help Desk resolution capability for that reporting period.

Cycle Time Rate:  The fraction of incidents resolved within a specified cycle time that are within the Help Desk resolution capability.  Incidents requiring escalation or referral are not considered within the Help Desk resolution capability.  The Cycle Time Rate will be calculated by taking the sum of the total numbers of incidents within the Help Desk resolution capability, and resolved within the cycle time, for the applicable reporting period and dividing it by the total number of incidents within the Help Desk resolution capability for that period.

ESP Response – Customer Support & Help Desk Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.11
OPERATIONS MANAGEMENT SERVICE LEVEL REQUIREMENTSxe "5.11
OPERATIONS MANAGEMENT SERVICE LEVEL REQUIREMENTS"
9.11.1
Asset & resource tracking service level requirements 

The ESP must use an asset management system to identify, track, and report all ESP managed assets for the City at the hardware, software, and data communication component (i.e., hardware and software product) and system levels. 

9.11.2
Asset reporting service level requirements

The ESP shall provide periodic reports to support asset tracking, analysis, and strategic planning. The ESP shall allow authorized City personnel to have electronic access and query capability to the asset databases on an ongoing basis.

Asset tracking and inventory data must be provided to the City, upon request, in a format compatible with populating and maintaining City-run asset repositories, such as Aperature.

9.11.3
Configuration control service level requirements

The ESP shall maintain configuration control for the ESP managed/provided environment.  The ESP shall be able to identify, track, and report on all ESP managed assets. System configuration information to be tracked includes current hardware configuration, software versions, software license utilization, network identification information, and data communication system configuration. System architectures, “as-built” diagrams, and data communication system configurations shall be available for City review and use upon request.  A change control process must be closely maintained and adhered to in cooperation with the City of Minneapolis’ Change Management and Configuration Management functions.

ESP Response – Operations Management Requirements 


a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.12
SOFTWARE DISTRIBUTION SERVICE LEVEL REQUIREMENTSxe "5.12
SOFTWARE DISTRIBUTION SERVICE LEVEL REQUIREMENTS"
ESPs must propose an electronic software distribution (ESD) capability to be able to distribute software from a central site to all managed sites.  ESPs must also provide an ESD solution to assist in the deployment of City developed applications.  

ESP Response – Software Distribution Requirements 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.13
NETWORK & SYSTEM EVENT MONITORING & MANAGEMENT SERVICE REQUIREMENTSxe "5.13
EVENT MONITORING & MANAGEMENT SERVICE LEVEL REQUIREMETNS"
The ESP will propose a management system that performs effective event/alarm/alert management.  

ESP Response – Event Monitoring & Management Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.14
MONITORING AND TUNING SERVICE LEVEL REQUIREMENTSxe "5.14

PERFORMANCE MONITORING AND TUNING SERVICE LEVEL REQUIREMENTS" 

ESPs must propose a management system that measures, evaluates, and records status and performance information about the equipment provided as part of the ESP provided services.  Information obtained from the performance management facilities shall also assist in system tuning and capacity planning. (Tuning applies planned system modifications in order to improve performance.) 

Equipment that is shared by many users, such as servers obtained through the File and Print Sharing service, must have considerable performance and event management capabilities installed.  ESPs shall include examples of any existing procedures their organization currently uses. Server performance metrics shall include processor utilization, hard drive space utilization, and other critical operating system needs such as buffer space or swap space.  The ESP shall implement proactive procedures to address trends identified from performance and monitoring data.  The management system will produce standard reports that are to be provided to designated City contacts.

ESP Response – Performance Monitoring & Tuning Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.15
SECURITY SERVICE LEVEL REQUIREMENTSxe "5.15
SECURITY SERVICE LEVEL REQUIREMENTS"
ESPs must implement management systems and procedures that address the City’s security policies as they exist at the time of contract initiation and adopt any updated, revised or expanded policies that the City implements during the life of the contract. Activities that must be addressed include user ID creation/deletion, password setting/resetting, creation of limited access shared space on servers, secured installation of assets, secured backup tape storage, destruction of data on failed hardware components (for example, data on a server hard drive that fails) and confidential data protection methodologies.  The ESP will also secure network resources against unauthorized access from internal or external sources (Reference Technical Section, Section 8). 

9.15.1
Computer security service level requirements

The ESP must adhere to citywide security policies.  Additionally, the ESP must adhere to any more stringent security policies adopted by the client being supported by the ESP.  All information processed, stored, or transmitted by ESP equipment belongs to the responsible client, although the ESP may own the equipment.  By having the responsibility to maintain the equipment, the ESP does not acquire implicit access rights to the information or rights to redistribute the information. The responsible client must explicitly authorize access to information.  The ESP understands that civil, criminal, or administrative penalties may apply for failure to protect information appropriately.

9.15.2 Sensitive information support

Any information considered sensitive must be protected by the ESP from unauthorized disclosure, modification, or access.  Types of sensitive information that will be found on City systems the ESP may support or have access to include, but are not limited to: Privacy Act information, information subject to special statutory protection, including data with respect to children and family services, information on pending cases by Equal Employment Opportunity (EEO), labor relations, legal actions, disciplinaryactions, complaints, IT security, pending cases, civil and criminal investigations, Health Insurance Portability and Accountability Act (HIPAA) data, and Federal Tax data subject to IRS Publication 1073.

9.15.3
Risk assessment 

At the request of the client during the planning phase, the ESP shall have an initial security risk assessment conducted by an independent third party.  The results of this assessment must be documented along with any mitigating controls and submitted to the client for review.  A decision to accept any residual risk will be the responsibility of the client.  The ESP shall provide an updated, independent security risk assessment at least every three years or upon significant change to the functionality of the assets, network connectivity, or mission of the system, whichever comes first.  The need for a new assessment based on significant change will be jointly determined by the ESP and the City’s ESP Relations Manager.

If new or unanticipated threats or hazards are discovered by the ESP or client, or if existing safeguards have ceased to function effectively, the discovering party will notify the other party immediately.  The ESP shall make appropriate risk reduction recommendations to the City client within 5 working days and shall provide mitigating controls (within 30 working days).  A decision to accept any residual risk will be the responsibility of the client.

9.15.4
Privacy & security safeguards 

The ESP shall not publish or disclose in any manner, without the City’s written consent, the details of any security safeguards designed, developed, or implemented by the ESP under this contract or existing at any City location.

The ESP shall develop procedures and implementation plans to ensure that IT resources leaving the control of the assigned user (such as being reassigned, removed for repair, replaced, or upgraded) are cleared of all City data and sensitive application software.  For IT resources leaving City use, applications acquired via a "site-license" or "server license" shall be removed.  Damaged or obsolete IT storage media will be degaussed or destroyed.

9.15.5
Security incident reporting 

The ESP shall promptly report to the client any significant computer or network security incidents occurring on any systems.  If an incident is confirmed, the ESP shall provide all necessary assistance and access to the affected systems so that a detailed investigation can be conducted and solutions applied are documented. The ESP shall track the number of security incident occurrences resulting in a user's loss of data integrity, denial of service, loss of confidentiality or that renders the user(s) unproductive for a period of time.  Security logs and audit information shall be handled according to evidence preservation procedures (Document available on City of Minneapolis - Outsourcing WEB page.)  Serious incidents or incidents that could possibly involve law enforcement will also be reported to the City of Minneapolis’ ESP Relations Manager or designee, as well as relevant law enforcement agencies.

For less significant incidents, the ESP shall identify, track, and report the number of incident occurrences on an ESP supported system.  Incidents to be logged include, but are not limited to, scan, probe, isolated viruses, and unsuccessful penetration.  The ESP shall also track and report these instances as identified by users or system administrators of other systems.  The ESP shall regularly report these incidents to the client on a schedule to be negotiated upon award of the support contract.

The significance or seriousness of a security incident will be jointly defined by the ESP and the City’s ESP Relations Manager.

9.15.6
Monitoring & audit 

Compliance with security best practices may be monitored by periodic computer security audits performed by or on behalf of the client.  These audits may include, but are not limited to, a review of: access and authorization procedures, physical security controls, backup and recovery procedures, and network security controls.  To the extent that the client deems it necessary to carry out a program of inspection and audit to safeguard against threats and hazards to the confidentiality, integrity, and availability of government data, the ESP shall afford the City’s representatives access to the ESP's facilities, installations, technical resources, operations, documentation, records, databases and personnel.

ESP Response – Security Requirements

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

9.16
BUSINESS CONTINUITY MANAGEMENT & DISASTER RECOVERY SERVICE LEVEL REQUIREMENTS

The ESP shall develop a Business Continuity and Management program to ensure that IT resources supporting City business processes are protected.  The program will be an ongoing process which must include both preventive and preparedness measures in case of a business interruption.

ESPs shall propose management policies and procedures to address the development, maintenance, and testing of business continuity and recovery plans for the services being provided. Plans shall include the technology infrastructure that ensures the continued operation of critical business functions when business services are disrupted or otherwise unavailable. Subjects that must be addressed include: risk assessment and control, business continuity alternatives, emergency response, communication plans, and overall business recovery plan maintenance.

ESP Response – Business Continuity Management & Disaster Recovery Requirements 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this 
requirement.  Such plan should describe the major tasks to be accomplished along with their 
respective time frames.

9.17
ESP SERVICE CATALOGxe "5.17
ESP Services catalog"
The ESP shall provide a catalog of the bundled products and services described in this RFP.  These items are to be provided and priced individually (i.e., not bundled within the seat or service).  Orders from this catalog shall not affect the price of the basic seat or system.  The catalog will be provided to ESP Relationship Manager.  Where appropriate, catalog items shall be offered and priced in multiple categories. The City may request pricing in any categories that are not priced by the ESP.  Additional items may be added to the catalog by the ESP or at the request of the City. ESP additions to the catalog shall have prior approval by the City. The City reserves the right to remove items from the catalog.

ESP Response – ESP’s Service Catalog

a. Will you meet this requirement?  Y____ N____
10
ESP PERFORMANCE METRICS & MANAGEMENTxe "6    ESP PERFORMANCE METRICS & 
MANAGEMENT"
ESP performance will be monitored and recorded as necessary over the duration of the contract with respect to satisfactory fulfillment of all contractual obligations. This will include, but is not limited to, those guidelines published in the “The City of Profesional Services Procurement, Contract Monitoring & Real Estate Transactions.” Performance assessments may comprise of:  

13. Delivery of services 

14. Condition of delivered equipment 

15. Compliance with service levels 

16. Availability of services within established timelines 

17. Customer satisfaction ratings, and adequate servicing of contract in any and all aspects which the contract has stipulated, maintaining current city pricing on the web site, and prompt, complete and satisfactory resolution of any contractual discrepancies other than those resulting from Acts of God or from inadequate performance of the City or user. 

The record of such performance will be considered in the evaluation of future proposals. Any ESP whose record identifies inadequate performance on a prior contract with the City, and who has not demonstrated to the City’s complete and sole satisfaction that the causes (both direct and indirect) of such inadequate performance have been resolved, may be rejected on that basis. 

The ESP is to assemble and create regular reports on the performance of outsourced functions, in order to assist in the effective management of the Service Agreement, and enable continuous improvement of the in-scope services that the City receives. Reports must be compiled and distributed to the City’s management in an agreed upon electronic format. Reports must be compiled and published on all functions, including performance, MASLs, cost management, and sub-contractor relationships on a Citywide and department-level basis. These reports must include the measurement of the ESP’s actual performance against the required service levels. The City seeks an ESP that will operate under the principles of full financial and operational disclosure to the City with respect to the Service Agreement and the parties’ relationship. 

The City expects the ESP to accommodate the City’s management decisions on reporting formats, content, and frequency. The ESP is to implement a management structure to facilitate communications between the ESP and the City and, to address and resolve concerns escalated either by the ESP or the City. Routine meetings and reporting processes must be defined to ensure a smooth interface and timely resolution of issues. The City’s managerial and technical professionals will administer the City’s relationship with the ESP and exercise the City’s retained authorities. The City will define interfaces as appropriate, such that City single points of contact are defined for each service obtained from the ESP. The City requires a single interface to coordinate the delivery of all services from the ESP. The City will not resolve issues or disputes between ESP’s personnel and any sub-contractors retained by ESP. For operational services such as problem resolution, help desk inquiries, desktop software procurement, and the like, there must be routine and continuous interaction between the ESP’s employees and the City’s end-user community. The ESP’s employees are, in fact, extensions of the City’s ITS organization, and will be a significant interface between such organization and the City’s end-user community. This operational interface will determine the satisfaction of the City’s employees with the services delivered by the ESP. The ESP is expected to continuously measure and improve its service delivery and the City’s employee satisfaction with those services.

10.1
ESP PERFORMANCE METRICS XE "6.1   
ESP PERFORMANCE METRICS" 
10.1.1
Level 1 Metrics  

The ESP shall calculate and report service delivery, availability, and customer satisfaction metrics for all ESP Services provided to the City of Minneapolis. The ESP shall use the same information to create and report both quarterly and annual aggregations.

ESP Response – Level 1 Metrics 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.2
Level 2 Metrics  

The ESP’s specific metrics will augment or provide greater detail than Level 1 metrics and will identify key specific areas of interest (such as the measurement of proactive, ESP discovered versus user discovered problems). These metrics will be specified by the ESP and will be used to augment, validate, and ensure the completeness of the Level 1 metrics; however, regular reporting of ESP specific metrics to the City is not required.  These metrics shall also be used to ensure the impartiality, effectiveness, and consistency of the overall metric gathering and reporting process. 

ESP Response – Level 2 Metrics 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.3
Level 3 Metrics  

The ESP shall create a set of metrics, comprised of the previously reported Level 1 and ESP specific metrics, which will allow for the evaluation of time based trends.  These matrices will illustrate City service level trends over the previous three-month or greater period.

ESP Response – Level 3 Metrics 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.4
Metrics Measurement   

Collective Level 1 metrics from each of the locations will be reviewed quarterly by the City.

10.1.4.1
Level 1 metrics   

The ESP shall meet or exceed the metrics specified in the Level 1 Metrics Table (below) for each service level classification. The ESP shall calculate and report service delivery, availability, and customer satisfaction metrics for each functional area listed in Level 1 Metrics Table monthly to each City location.  The ESP shall use the same information to create and report quarterly and annual rollups.  Desktop User Services availability percentage is calculated based on outages for ESP provided services accessed through desktop seats. This includes Desktop Seats, Server Services, LAN Interface Services, and Remote Communication Services.  These matrices shall be made available to the City or its agents.

Level 1 Metrics Table

	LEVEL 1
	Service Delivery (%)
	Availability (%)
	Customer Satisfaction

(%)

	LAN Infrastructure Services
	99.99
	99.99
	

	Remote Access
	99.0
	99.0
	

	Server-Based Platform Services
	99.9
	99.9
	

	End-User Based Platform Services
	95.0
	98.0
	

	Software Services
	98.0
	98.0
	

	Printing Platform Services
	98.0
	99.0
	


When the order is solicited, the City will inform the ESP of the baseline customer satisfaction metric.  The ESP, as part of the due diligence, will propose a set of goal metrics that will be evaluated and agreed to by the City and included in the delivery order table.  The City will evaluate the proposed metrics to assess the degree to which these metrics maintain and improve the delivery of desktop and communications services to the Client and the end user throughout the life of the delivery order.

10.1.5
Service Delivery Metric 

Service Delivery shall measure, as a percentage, the frequency of action requests being responded to and successfully completed within the allotted time.  An action request shall be considered successfully completed when the ESP has correctly implemented the move/add/change request or the ESP has successfully concluded a ‘return to service’ (where the problem is resolved by restoring the user’s system to full service functionality and the user’s data is accessible) within the time requirement specified in the ESP Services.

[image: image3.wmf]Service De

livery 

=

 100 

*

 

N

N

 

+

 N

c

s

d

æ

è

ç

ö

ø

÷


Where: 

Nc = Total number of actions completed within the specified service level during the reporting period.

Ns = Total number of actions scheduled to be completed within the reporting period.

Nd = Total number of delinquent actions from the prior reporting periods.

ESP Response – Service Delivery Metric 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.6
Availability Metric  

For the availability metrics, the ESP must record all scheduled and unscheduled outages, and the number of users affected for each service. The seat/system is considered available when the entire hardware and software configuration of the seat/system operates correctly at the subscribed service level. A seat/ system is defined as unavailable when the ESP discovers a problem or is otherwise notified of a problem (for example, a trouble ticket is generated).

Availability percentage shall be calculated as the percentage of time that the ESP services are available and fully functional to the end user. 

Where: 

PDT =
Prime Downtime: The downtime affecting Prime Time ESP Services (in hours).

NPDT =
Non-Prime Downtime: The downtime affecting Non-Prime Time ESP Services (in hours).

PHP =
Possible Hours during prime time: The total system availability period (in hours) during prime time.

PHN =
Possible Hours during non prime time: The total system availability period (in hours) during non-prime time.

SO =
Scheduled Outages: Scheduled Outage during non-prime time (in hours).

ESP Response – Availability Metric 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.7
Customer Satisfaction Metric

Customer Satisfaction will be measured using commercial/broad industry-accepted practices and objective evidence based on a statistical approach specified by the ESP and found acceptable to the City (i.e., selected customer surveys, comment forums). The metric shall measure the user’s determination of the accuracy, completeness, consistency, effectiveness, timeliness, and overall quality of the service provided by the ESP.  The primary measure is the percent of respondents who choose a score above the neutral level (‘satisfied’ or greater on an adjective scale, or above the mid-point on a numeric scale).

ESP Response – Customer Satisfaction Metric 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.8
ESP Specific Metric – Level 2    

ESP specific metrics will augment or provide greater detail than Level 1 metrics and identify key specific areas of interest (such as the measurement of proactive, ESP discovered versus user discovered problems). These metrics will be specified by the ESP and will be used to augment, validate, and ensure the completeness of the Level 1 metrics; however, regular reporting of ESP specific metrics to the City is not required.  These metrics shall also be used to ensure the impartiality, effectiveness, and consistency of the overall metric gathering and reporting process. 

 These metrics shall be made available to the City or its agents. 

ESP Response – ESP Specific Metric – Level 2

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.9
Trend Metric Level - 3

The ESP shall create a set of metrics, comprised of the previously reported Level 1 and ESP specific metrics, which will allow for the evaluation of time based trends.  These metrics will illustrate the ESP’s service level trends over the previous three-month (or greater) period.  These metrics shall be made available to the City.  

ESP Response – Trend Metrics – Level 3

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

10.1.10
Metric Terms

Availability is the amount of time the system(s), or the total system, is working such that the customer can use the ordered ESP provided services. 

Customer satisfaction is how pleased the user is with the services provided by the ESP.

Downtime is the period of time when an end user’s access to ESP services is impaired. Downtime for each incident shall be the period of time between the time of failure and the time that the system is returned to the City fully operational.  Events not within the control of the ESP will be evaluated by the City and may not be calculated as downtime.  If the City defers the necessary repair of a system that has failed, downtime shall be suspended and operational use time shall accrue for the entire period that the City defers the repair.  If the ESP repairs a failed system or component and there is a second, or subsequent, incident of the same failure within 3 business days of the previous repair, the system downtime shall accrue from the first incident until a repair finally corrects the malfunction. If a platform or server service fails to meet the performance specifications it was delivered under as defined it shall be considered down.  

Prime time is defined here as the City’s standard hours of operation: 6:00am to 6:00pm Central Standard/Daylight time, Monday through Friday, excluding City holidays.

Scheduled Outage is defined as maintenance, testing, or other ESP-initiated activity that affects the user’s ability to access services.  If such outages are scheduled and the affected users are notified at least 3 business days in advance and the outage does not take place during prime business hours, then the outage is considered as a scheduled outage.  If outages due to maintenance or testing take place during prime business hours, then those outages shall be counted as downtime.

Total Users is defined as the total number of users that receive services through the ESP.

Users Affected is defined as follows:

In the calculation of the number of users and seats affected by outages, no user and/or seat shall be counted more than once per hour of downtime even if more than one of their services is not available.  The total number of users and seats affected shall not exceed the number of end users or seats for whom the ESP provides services. If the number of users and seats affected cannot be measured with certainty, the ESP shall estimate the number of users and seats affected using the rules below based upon the best information available, subject to City approval.

· Connectivity Server, file, print, and related services  - When a resource is impaired or not available, those end users that have access rights to that resource shall be counted as affected.  If the resource is accessible to all and users by default, or to a majority of end users 
by default, then the number of users in the organization to whom the resource is primarily 
assigned shall be counted as affected. 

· Connectivity Services (LAN Services)  - If the connectivity outage affects a user’s access to ESP services, those users shall be counted as affected. 

· Domain Name Services (DNS)  - The number of users affected shall be the number of entries in the name spaces whom receive communications services.

· Desktop Seats  - The number of end users who use an ESP provided desktop seat shall be counted as affected.

· Server Services - The number of users affected shall be the average number of users accessing the services provided by the server per day.

Remote LAN Connectivity (Including RC and LAN seats)  - Each Remote Communication (RC) or LAN connection shall be counted as one user affected, however if an RC or LAN outage prevents desktop seats from accessing any of their ESP provided services, those users shall be counted as affected.

ESP Response – Metric Terms 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

11
REPORTING REQUIREMENTSxe "7    REPORTING REQUIREMENTS"
The ESP is to assemble and create regular reports on the performance of outsourced functions, in order to assist in the effective management of the Service Agreement, and enable continuous improvement of the in-scope services that the City receives. Reports must be compiled and distributed to the City’s management in an agreed upon electronic format. Reports must be compiled and published on all functions, including performance, MASLs, cost management, and sub-contractor relationships on a Citywide and department-level basis. These reports must include the measurement of the ESP actual performance against the required service levels. The City expects the ESP to accommodate City management’s decisions on reporting formats, content, and frequency. The ESP is to implement a management structure to facilitate communications between the Provider and the City and, to address and resolve concerns escalated either by the ESP or the City. Routine meetings and reporting processes must be defined to ensure a smooth interface and timely resolution of issues. The City’s managerial and technical professionals will administer the City’s relationship with the Provider and exercise the City’s retained authorities. The City will define interfaces as appropriate, such that City single points of contact are defined for each service obtained from the Provider. The City requires a single interface to coordinate the delivery of all services from the Provider. The City will not resolve issues or disputes between ESP personnel and any sub-contractors retained by Provider. For operational services such as problem resolution, help desk inquiries, desktop software procurement, and the like, there must be routine and continuous interaction between the ESP employees and the City’s end-user community. This operational interface will determine the satisfaction of the City’s employees with the services delivered by the Provider. The Provider is expected to continuously measure and improve its service delivery and the City’s employee satisfaction with those services.

ESP Response – Reporting Requirements 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

11.1
MINIMUM ACCEPTABLE SERVICE LEVEL (MASL) REPORTING

The ESP is required to supply a report each month containing all information pertinent to the MASLs described in section 9. The reporting elements include the MASL category name, the MASL requirement, and the actual service levels achieved for the current month and previous 12-month period.

ESP Response – MASL 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

11.2
CONDUCT END-USER SATISFACTION SURVEYS XE "7.2 
CONDUCT END-USER SATISFACTION SURVEYS"  

Conduct end-user satisfaction surveys in accordance with processes and protocols to be established and agreed upon by the City and Provider.

ESP Response – Satisfaction Surveys 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

d.
Provide examples of how you have obtained consistent end-user satisfaction.

11.3
PREPARE AND SUBMIT OTHER REPORTS XE "7.3 
PREPARE AND SUBMIT OTHER REPORTS"  

The Provider is to regularly report information that will contribute to continuous improvement, customer satisfaction and improvement management. Specific format and frequency of reports will be agreed upon during transition planning. However, it is anticipated that monthly and annual reporting will be required. 

Type of Help Desk call

· By department

· By priority

Percentage of Help Desk calls resolved within the defined timeframe

· By department

· By priority

· By type of problem

Percentage of calls answered within the defined timeframe

· By department

Average duration of calls

· By department

Percentage of calls abandoned

Top 5% of the most frequent Help Desk problems

· By department

Total number of escalations

· By department

· By type of problem

· By technology team

ESP Response – Reporting Requirements 

a. Will you meet this requirement?  Y____ N____

b. Provide a detailed implementation plan that outlines how your organization will meet this requirement.  Such plan should describe the major tasks to be accomplished along with their respective time frames.

c. Please include a description of service metrics you will provide for this requirement.

12
ACRONYMS AND DEFINITIONSxe "12    ACRONYMS AND DEFINITIONS"
12.1
LIST OF ACRONYMSxe "12.1   LIST OF ACRONYMS"
ADA





Americans with Disabilities Act

APB





Advisory Policy Board

APM





Administrative Procedures Manual

ASA





Average Speed of Answer

ASCII





American Standard Code for Information Interchange

ATM





Asynchronous Transfer Mode

BISDN





Broadband Integrated Services Digital Network

BRASS





A budget module used within the FISCOL System

BRI





Basic Rate Interface

CAD





Computer Aided Design (sometimes seen as CAD/CAM)

CDROM




Compact Disk Read Only Memory

CFR





Code of Federal Regulations

CIO





Chief Information Officer

CJDN





Criminal Justice Data Communication Network

CJIS





Criminal Justice Information System

Client





ITS City User 

COTS





Commercial off the Shelf (software)

CPU





Central Processing Unit

DAT





Digital Audio Tape

DBMS





DataBase Management System (rdbms for Relational)

DCS



 

Distributed Computing Services

DNS





Domain Name Service

DS1





Digital Signal (level)1

DS3





Digital Signal (level) 3

ESP





External Service Provider

FDDI





Fiber Distributed Data Interface

FISCOL




Financial Information Systems City of Lakes

FTP





File Transfer Protocol

GB





Gigabyte

Gbyte





Gigabyte

GIS





Geographic Information System

HTTP





Hypertext Transfer Protocol

HRIS





Human Resource Information System

HRMS





Human Resource Management System

Hz





Hertz (cycles per second)

IEEE





Institute of Electrical and Electronics Engineers

I/O





Input/ Output

IP





Internet Protocol

IRMC





Information Resource Management Commission

ISO





International Standards Organization

ISP





Internet Service Provider

IT 





Information Technology

ITS





Office of Information Technology Services

Kbits





Kilobits

kbps





kilobits Per Second

Kbytes





Kilobytes

LAN





Local Area Network

MAC





Medium Access Control, or Moves, Adds and Changes

MASL





Minimum Acceptable Service Level

MB





Megabit or Megabyte

Mbit





Megabit

Mbyte





Megabyte

Mbps





Megabits per Second

Mhz





Megahertz

MPD





Minneapolis Police Department

NCIC





National Crime Information Center

NLETS





National Law Enforcement Telecommunications Systems

PC





Personal Computer

PDA





Personal Digital Assistant

PTO





Paid Time Off

RAM





Random Access Memory

RDBMS




Relational Data Base Management System

RFP





Request For Proposal

ROM





Read-Only Memory

SE





Science and Engineering (workstation)

SE-CMM




Systems Engineering Capability Maturity Model

SEI





Software Engineering Institute

Services




ESP Services

SL





Service Level

SLA





Services Level Agreement

SMTP





Simple Mail Transfer Protocol

SONET





Synchronous Optical NETwork

SOW





Statement of Work

SPOC





Single Point of Contact

SQL





Structured Query Language

City





City of Minneapolis

TBD





To Be Designed/Determined

TCP





Transmission Control Protocol

TCP/IP





Transmission Control Protocol/Internet Protocol

Vendor





Vendor of ESP

VRD





Vendor Response Document

WAN





Wide Area Network

WWW





World Wide Web


12.2
LIST OF DEFINITIONSxe "12.2   LIST OF DEFINITIONS" 

125 Plan - Derived from Section 125 of the Internal Revenue Code. It allows for qualified benefits to be purchased with before tax dollars. Thy are also known as flexible spending accounts.

457 Plan - Derived from Section 457 of the Internal Revenue Code. A tax-exempt deferred compensation plan for employees of states, counties, cities, agencies and political subdivisions of agencies.

ATM - Asynchronous Transfer Mode is a technology for multiplexing and switching small units of data called cells.  ATM is sometimes called cell switching.

Authentication - A security process designed to establish the validity of a transmission, message or originator or to verify an individual’s eligibility to receive specific categories of information.

Authorization - The process of granting or denying access to system objects based on an individual or entities identities, roles or other qualifying characteristics (e.g. clearance level).

Availability period - The amount of time the system(s), or the total system, is functioning so that the customer can get work done.

Backoffice - A suite of network server software products that includes; file and application server, an SQL database server, a systems management server, a system network administration server, and an e-mail server. 

BISDN - Broadband Integrated Services Digital Network (ISDN) is the architectural model that describes ATM.  BISDN is a Synchronous Optical Network (SONET) based digital switching architecture designed to support consolidation of voice, video, and data.  BISDN interfaces generally run at a minimum of 150 Mb/s.

BRI - Basic Rate Interface is an ISDN interface composed of two 64 Kb/s channels (called bearer channels) and a 16 Kb/s signaling channel (called D channel).  All three channels are multiplexed over one physical transmission media, but can be broken out with a demultiplexing device called a terminal adapter.  Typically, one bearer channel is assigned to data and the other to voice applications.  This interface is sometimes called 2B+D.

Cable Systems (Cable Plant) - A site’s operational and administrative inter- and intra-facility cable system.  This includes loaded and unloaded twisted pair, multimode and singlemode fiber, Cat 3, Cat 5, and Type 1 Premise Wire. 

Certificate - Digital documents attesting to the binding of a public key to an individual or other entity.  They allow verification of the claim that a given public key does in fact belong to a given individual.  Certificates, also called digital certificates, are issued by a Certificate Authority and contain the public key and other identification information relating to the certificate requester.  Most widely used standard for digital certificates is X.509.

Certificate Authority  (CA) - A trusted party that issues digital certificates used to create digital signatures and public-private key pairs.  The role of the CA is to guarantee that an individual granted the unique certificate is in fact who he or she claims to be.

Certificate Revocation List (CRL) - A signed, time-stamped list of public key certificates that have been revoked or are no longer valid.  A public key certificate is revoked when the associated key pair is no longer trusted or that key pair is simply not used anymore.

City - City of Minneapolis

Close of Business (COB) - 6:00 p.m. local time at the installation where the service is to be provided.

Close of Business Next Business Day - 6:00 p.m. local time the day after a trouble ticket was issued.

Confidentiality - Assurance that information is not disclosed to unauthorized entities or processes.

Contiguous Hours - The block of time from when a trouble ticket is placed until the trouble ticket is resolved regardless of whether or not the principal period of maintenance has ended. However, the trouble ticket must have been placed during the principal period of maintenance.

Cryptographic Token - A piece of hardware or software that contains cryptographic information about the user.  Examples of this information would be the distinguished name, public and private keys, and certificates.

Cryptography - The principles, means and methods for rendering information unintelligible (i.e. encrypted), and for restoring encrypted information to an intelligible form.

Custom Applications - These applications are software programs and/or systems developed specifically to perform a City function. These applications are not available as a Commercial-off-the-shelf software product. A software development company, City contractor, or civil servant may write the software. 

Customer Satisfaction - Customer satisfaction is how pleased the customer is with the services provided by ESP.

Data Encryption Standard (DES) - The government approved cryptographic algorithm for the protection of unclassified data. DES, which was approved by the National Institute of Standards and Technology (NIST), is intended for public and government use.

Data Integrity - Condition that exists when data is unchanged from its source and has not been accidentally or maliciously modified, altered or destroyed.

Data Privacy - Protect information from being disclosed or revealed to unauthorized entities (also known as confidentiality).

ESP Services – Alternate term for the set of IT services being provided by this contract. 
Denial of Service - Any action or series of actions that prevent any part of a system from functioning in accordance with its intended purpose.  This includes any action that causes unauthorized destruction, modification or delay of service.

Desktop Administration - Services provided in the operation and maintenance of an individual’s desktop computer.  This includes services such as installation of a new system, hardware upgrades, relocation and removal of hardware, installation and upgrade of software applications and operating system. It also includes configuration of hardware and software, backup and restore, performance monitoring and tuning, problem tracking and error detection, needs assessment, procurement, disposal, and inventory management.

Desktop Computer  - Distributed computing resource, either networked or standalone, consisting of a CPU, keyboard, monitor, and a screen manipulation device, such as a mouse. This typically includes PCs, Apple Macintoshes, UNIX based workstations, X-terminals and other terminals.  This definition excludes mainframes, supercomputers and midrange computers.

Desktop Configuration - The hardware and software characteristics associated with a desktop computer (UNIX, PC, Macintosh, X-Terminal). Hardware characteristics include: CPU, RAM, and amount of disk storage, size of monitor, cards installed in the system unit, and devices attached directly to the system unit. Software characteristics include: identification of COTs application software in use on the workstation, operating system, and a description of any commonly distributed custom applications.

Digital Signature  - An authentication mechanism that allows any recipient to prove the source and integrity of received data.  The authentication process involves making a mathematical summary (known as a hash) of data and signing the hash with a private key known only to a specific authorized user.  Any other user who has the corresponding verification public key can verify the signature.  A digital signature provides a guarantee to a recipient that the data from the person who sent it and that is was not altered since it was signed.

Digital Signature Algorithm (DSA) - The government approved algorithm which implements the Digital Signature Standard (DSS). This is the government approved standard for digital signatures.

Disentanglement - to release from involvement or entanglement

Distributed Computing Services (ESP) – Also ESP Services or Services. The set of IT services being provided by this contract. 

Distributed Software  - This is software utilized by the end user, either directly or indirectly, to do their work. The software may be resident on the desktop computer, or on a shared device such as an application server.  Desktop software is divided into three types: operating system, utilities, and applications.  Operating system software includes, but is not limited to, Windows 95, Windows NT, MacOS, and UNIX.  Utility programs perform functions such as disk management, file backup/recovery, file compression, memory management, security, and virus protection.  Application programs encompass a wide variety of programs required by the end users to perform their work.  Examples of programs in this category are word processors, spreadsheets, e-mail, GroupWare, desktop publishing, programming languages, compilers, data base managers, and engineering tools.

Downtime - The amount of time when an end user’s access to ESP services is impaired. Downtime for each incident shall be the period between the time of failure and the time that the system is returned to the Government fully operational. 

Due Diligence – The purpose of Due Diligence is for the Contractor to validate the inventory and environment portrayed during the master contract award and account for any changes which have occurred between contract award and the client.  

Encryption - The process of scrambling data in a highly controlled manner.  After encryption, the data is unreadable.  Before a recipient can read encrypted data, it must be decrypted or unscrambled.  Encrypted data is sometimes referred to as cipher text; unencrypted data is sometimes referred to as plain text.

End-to-End Encryption - The protection of information passed in a telecommunications system by cryptographic means, from point of origin to point of destination.

GroupWare - COTS software that allows individuals to work in cooperation and collaboration for a common goal.  Examples of GroupWare are electronic forms software and collaborative tools such as SamePage.  For the purpose of this RFP, do not include software products considered part of the basic office automation suite.

Heterogeneous – Environment in which platform architecture may differ within a given seat type. 

Homogenous - Environment in which platform architecture is consistent within a seat type.
Information Resources Management Commission (IRMC) – The primary IT policy making and oversight organization for the City of Minneapolis.

Infrastructure - The active and passive components used to transfer information between two points. Infrastructure includes, but is not limited to, cable plant, premise wiring, phone switch, routers, hubs, concentrators, Ethernet switches, and antennae. 

Internet Tools - Commercial-off-the-shelf software products that allow an individual to perform functions on the Internet, such as web browsing, file transfer, web server, and telnet.

Interoperability - The concept of having free and open methods to share data and IT services among different products of a similar functional capability.   Interface standards are adhered to for the maintenance of service availability and consistent access methods.  The use of proprietary features is discouraged.  Functional categories for service for which CITY has defined interoperability standards include: desktop systems; server systems; printing; network communications; word processing, spreadsheet and presentation applications; calendar and scheduling applications; application serving and license management.

ISDN - Integrated Services Digital Network is a narrow band architecture for supporting voice and data services through the existing phone network.

Key Exchange - A means of exchanging a cryptographic key from one entity to another in a secure fashion.

Key Exchange Algorithm (KEA) - A National Security Agency (NSA)-designed algorithm to exchange secret keys.

Key Management - The process of managing keys.  This includes ensuring that key values generated have the necessary properties and making keys known in advance to the parties that will use them. The process also ensures that keys are protected as necessary against disclosure and/or substitution.

LAN Standard - A service level that provides a single standard Fast Ethernet (typically 100baseT) or Fiber Distributed Data Interface (FDDI) connection with a guaranteed throughput capability of 50 megabit per second for files of 10 megabytes or less in size.

LAN Slow - A service level that provides a single standard Ethernet connection (typically an IEEE 802.3 10baseT) with a guaranteed throughput capability of 5 megabit per second for files of 1 megabyte or less in size.

Legacy – Old or outdated systems and software. 
Local Area Network (LAN) - Data network system used to provide connectivity within a Client's logical boundary.  In most cases the extent of a Client's logical boundary can be defined by the service area associated with a given Client's assigned TCP/IP address space.  This includes inter- and intra-building cable plant or fiber plant, institutional network connections, backbones, and any active or passive components required providing service from the desktop up to any non-ESP, LAN or WAN/ISP interface.

Moves, Adds, and Changes - The de-installation, move, and re-installation of system hardware. This also includes installation of system software and catalog software when ordered.

MPD:  Minneapolis Police Department

Network - A collection of Local Area Networks under the administrative control of one organization (usually a Client).  Networks typically use backbone technology to interconnect LANs and are themselves interconnected with the City’s WAN.

Network Interface - A network interface consists of the physical, logical and management connections where there is a distinct change in management responsibility or technical implementation.  This can occur between two distinct networks or between a user device and its supporting network.  For the purposes of this RFP, the network interface refers to the interconnection between two networks, the City WAN and the Client transmission system, for example.

Office Automation Software - Software that is used across by a client that automates office functions. This includes, but is not limited to, word processing, spreadsheet, presentation graphics, and electronic mail.

PDA - Personal Digital Assistant. A small, portable, usually hand held computing device. An example would be Apple’s Newton Message Pad.

Personal Computer Memory Card International Association (PCMCIA) - A "standards-based" format for credit-card-sized computer input/output (I/O) cards.

Personal Peripherals  - Peripheral devices attached to individual desktops or workstations.  This includes printers, scanners, plotters, modems, external hard disks, etc.

Premise Wiring System - This also known as structured wiring. Premise wiring is the physical component of a transmission system for distribution within a building.  Current premises wiring systems are general systems that support a variety of communication standards.  For the purposes of this RFP the premises wiring system refers to an organized array of cabling and documentation capable of meeting a wide variety of communications requirements including data networks

Protocols - Protocols are conventions and algorithms for the transmittal of information over the network.  Protocols exist at various layers of the stack and are often used to perform a specific function, a unique network service or application. Service protocols work in conjunction with the transport protocols to complete the required function(s).  Examples of service protocols are the Simple Mail Transfer Protocol (SMTP), Simple Network Management Protocol (SNMP), File Transfer Protocol  (FTP), and hypertext Transfer Protocol (HTTP).

Public-Key Cryptography - A cryptographic system where a pair of different but mathematically related keys are used to separate the functions of encryption and decryption.  The secret (or private) key is kept secret and is used mostly for decryption.  The public key, which does not have to be secret, is used for encryption.  The mathematical relation between the key is such that, given knowledge of the public key, it is not feasible to determine the private key.

Remote Access - Logging into a CITY computer system through a network or modem to execute a command or manipulate data on that system.

Remote Communication - The services that allow a remote user to connect with an address assigned out of the Client's internal assigned address space.  Typical examples of this type of connectivity include: asynchronous modem/terminal server/dial-in service, ISDN service, and some wireless modem services.  An example of remote connectivity that does not meet this definition would be dialing in through a local or national ISP (e.g. America on Line) and connecting into a Client via the Internet.  In addition, this capability can fill gaps in service until full functionality is restored.

Return to Service - The time taken to resolve the users problem to the city that the end user has full functionality restored as specified in the Service Level Model.

Routing Protocols - Protocols used specifically for the purpose of providing the information necessary to select and/or resolve the optimum path between the required end nodes of a network-based system. This includes the traversal of any intermediate nodes or connection points between these end nodes needed to establish a virtual communications circuit.

Scheduled Outage - The maintenance, testing, or other contractor-initiated activity that impacts the user’s ability to access ESP services. A scheduled outage is not considered downtime if the outage is not during prime business hours and affected users have at least three days advance notice.

Secure Multipurpose Internet Mail Extension (S/MIME) - A new version of the MIME protocol that supports encryption of messages.  S/MIME is based on RSA’s public-key encryption technology. MIME is a protocol for formatting non-ASCII messages so that they can be sent over the Internet.

Secure Socket Layer (SSL) - A protocol developed by Netscape Inc. for transmitting private documents via the Internet.  SSL works by using a private key to encrypt data that is transferred over the SSL connection.

Security Systems - Defined to be only those that directly support a given communication service.  Examples of systems that would be included are: firewall or fireridge security systems, phone or fax encryption systems, authentication or certification systems, and WWW or e-mail proxy systems.

Server Administration - Services provided in the operation and maintenance of server.  This includes services such as installation of a new server and additional hardware, installation and upgrade of software applications and network operating system, and configuration of hardware and software. This also includes account management, backup and restore, performance monitoring and tuning, security monitoring, problem tracking and error detection.

Service Category - A classification for a group of services associated with a specific functional use of a desktop computer.  This is comprised of service characteristics for the type of support needed by an individual performing a specific desktop computer function.  A suite of services will be packaged into a service category to define a service level agreement.  A desktop computer user will select a service category from the ESP Services Catalog contract that best meets his service requirements.

Service Level - A unit used to identify characteristics and metrics that defines a particular type of support to be provided by the Contractor.  Multiple service levels may be needed for a type of service, such as hardware maintenance, to provide various degrees of support needed by a desktop computer user.

Services – Alternate term for the set of IT services being provided by this contract.
Shared Peripherals  - These are peripheral devices available to the end user through a local area network. This includes printers, scanners, plotters, modems, CD-ROMs, etc.

Smart Card - A smart card is the size and shape of a standard credit card. Imbedded in the plastic is a complete microprocessor, memory, and I/O interface. To use a smart card either to pull information from it or add data to it, you need a smart card reader, a small device into which you insert the smart card.  Smart cards can provide a level of security higher than software-only implementations.

Software Release - The date that a software developer makes their software product publicly available. This date is often used in determining when a software product is deployed to the computer desktop.

STA – See Citywide Technical Architecture. 

Citywide Technical Architecture – A set of technical documents produced by the City of Minneapolis to define the policies and guidelines for the implementation of IT systems for the City. 
Throughput Capability - This is used to describe the rate at which data can be transferred over a network.  It means that the physical connection point into the operating network would be able to support transferring information at this rate.  It does not necessarily mean that the computer is powerful enough to transfer information at this rate.  The performance requirements will correspond to the slower of either the sender or the receiver of the data transfer. The throughput is to be verified with a standard set of hardware and software.  The validation procedure of throughput capability shall be performed at any time during the day.  If the specifications are not met, the network shall be considered down.

Transport Protocols - Protocols used specifically to provide the data transfer mechanisms necessary to establish and maintain a reliable communications link to transmit data across a network. These protocols are independent of the media and topology of the underlying sub-networks.

Users Affected - The calculation of the number of users impaired by outages. No user shall be counted more than once per hour of downtime even if more than one of their ESP services is not available.  The total number of users impaired shall not exceed the number of end users for whom ESP services are provided. If the number of users impaired cannot be measured with certainty, the Contractor shall estimate the number of users impaired using the rules below based on the best information available, subject to client approval. 

· Connectivity Server, file, print, and related services - When a resource is impaired or not available, those end users that have access rights to that resource shall be counted as affected. If the resource is accessible to a majority of end users (possibly all users), then the number of users in the organization to whom the resource is primarily assigned shall be counted as affected. 

· Connectivity Services - If the connectivity outage affects a user’s access to ESP services, those users shall be counted as affected. If a connectivity outage only affects interfaces to non-ESP services, the estimated average number of users per hour who access that non-ESP service shall be counted as affected.

· Communication Services - If a communication services outage affects a user’s access to their communications service, the user shall be counted as affected.

· Name Services - The number of users affected shall be the number of entries in the name space who receive communications services.

· Desktop Seats - The number of end users who use an ESP provided solution for their desktop functionality shall be counted as affected.

Workstation  - This is a networked or standalone computer. This computer is normally used for calculation or graphics intensive applications.  It includes the CPU, monitor, keyboard, and a mouse or other screen manipulation devices.


13
ADDENDUM XE "13    ADDENDUM"  

13.1
APPENDIX 1 - SMALL AND UNDERUTILIZED BUSINESS QUESTIONAIRE

Appendix One – As Referred to in section 6.2.9 “Small & Underutilized Business Program (SUPB) requirements” -  Every available and reasonable effort criteria questionaire

Each proposal shall be accompanied with this document.  ESPs who fail to submit “Appendix One” will be deemed non-responsive and their proposals will be rejected.

1. When did you contact the Minneapolis Department of Civil Rights for information on how to contact W/MBEs and how to qualify as a W/MBE?   Who did you speak with? ____________________________________________________________________________________________________________________________________________________

2. Where did you advertise or post notices concerning subcontracting and employment opportunities for this project?  Please attach a copy of the advertisement and/or notice.  ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

3. Name the women and minority contractor organizations, community organizations, recruitment resources, and business assistance agencies that provided you assistance in identifying and recruiting women and minority employees and W/MBE firms for this project?  ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

4. Did you provide written notice to a reasonable number of W/MBE firms, that have the capability to perform the work of the contract, that their interest in the contract is being solicited?  ___ YES   ___ NO.    If yes, please attach a copy of the written notice.  If NO, why not?  ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

5. Provide the follow-up steps you took to the initial solicitations of interest shown by W/MBE firms regarding this project?

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

6. Describe how you selected portions of the work to be performed by W/MBE firms in order to increase the likelihood that the W/MBE goal will be met on the project. ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

7. Describe how you provided interested W/MBE firms with timely and adequate information about the plans, specifications and requirements of the contract? ________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

8. Did you assist W/MBE firms in responding to a solicitation?  ___ YES  ___ NO.  If so, how did you assist? _________________________________________________________________________________________________________________________________________________________________________________________________________________________

9. Did you negotiate in good faith with interested W/MBE firms? __ YES  __ NO.  If not, why not?  ______________________________________________________________________________________________________________________________________________________________________________________________________________________________

10. Did you reject any W/MBE firms as unqualified without sound reasons(s) following a thorough investigation of their capabilities? ___ YES   ___NO.  If so, please list those firms and state why you rejected them?    _________________________________________________________________________________________________________________________________________________________________________________________________________________________

11. Briefly describe other actions not listed above that you took to secure participation of W/MBE firms. _________________________________________________________________________________________________________________________________________________________________________________________________________________________
13.3
APPENDIX 2 - SMALL AND UNDERUTILZED BUSINESSES CONTRACTOR PARTICIPATION FORM

Appendix two – As Referred to in section 6.2.9 “Small & Underutilized Business Program (SUPB) requirements”

PROPOSER’S NAME:     _______________________________________________________________________________________
ADDRESS: ________________________________________________________________________________________________

TELEPHONE NUMBER: _____________________________________________________________________________________

CONTACT NAME: __________________________________________________________________________________________

PROJECT NAME: ___________________________________________________________________________________________

RFP NUMBER: ____________________________________________________________________________________________

Each proposal shall be accompanied with this document.  ESPs who fail to submit “Appendix Two” will be deemed non-responsive and their proposals will be rejected.

1.  
 What percent of the base proposal for this project will be supplied by Women/ Minority           

             and/or Small Businesses? ______%

Using the matrix below list the name of each women, minority or small business to be utilized on this project, the type of work to be performed and the proposed dollar amount of their contract.  Using the categories below, please document the following information: 

	Date of Contact
	Name of  Women  Minority or Small Business
	Certification

(WBE/MBE)
	Person Contacted
	Reason for Contact
	Type of Work

or Supplies
	Contract/Purchase Amount Result

	
	
	
	
	
	        
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	


This page may be photo copied for additional documentation of efforts.

2. List the steps the ESP will take to insure that Women, Minority and Small Businesses will be given an opportunity to participate on this project.

__________________________________________________________________________________________________________________________________

__________________________________________________________________________________________________________________________________

3. During the performance of this project, will the Proposer join with the City to support training programs or other efforts designed to help Women, Minority and Small Businesses?                                                                    _______Yes  _______No
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		Hardware Assets Value

		Description		# Units		Estimated value

		Large Servers		11		$1,474,000.00

		Small PC Servers		87		$407,000.00

		Desktop and Laptop PC's		2600		$470,000.00

		Monitors		2350		$59,000.00

		Printers		455		$88,000.00

		Production Printers		2		$158,000.00

		Data Center Backup Equipment				$1,765,000.00

		Other Production Equipment				$150,000.00

		Routers		58		$92,000.00

		Switches		115		$297,000.00

		Hub's		75		$2,000.00

		DSL Modems		61		$8,000.00

		Plotters		8		$32,000.00

		Estimated Total Value				$5,002,000.00



hansojk0:
871K RS6000 (Estimates)
603K ES7000 (Standard 5yr depreciation)

hansojk0:
1665K EMC (Using standard depreciation 5 yr model
100K Misc Tape ect...

hansojk0:
On line estimates from EBay - Robert Claycomb

hansojk0:
Online estimates from EBay - Carl Holmgren

hansojk0:
100K for 2 Liebert UPS
50K for Misc

hansojk0:
Purchased  4230 - fall of 97 20K
Purchased 4635 - Fall of 99 - 376K SL 5 yr depreciation
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