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CALENDAR OF EVENTS

The Commonwealth will make every effort to adhere to the following schedule:

	Activity
	Responsibility
	Date / Time

	
Deadline to submit Questions via email to:
dakern@pa.gov

	Contractors
	Friday,
 March 30, 2012
4:00pm

	Preproposal Conference

PA Commonwealth Technology Center (CTC)
1 Technology Park
Harrisburg, PA  17110
	Issuing Office/
Contractors
	Wednesday,
April 4, 2012
10:00am - Noon

	
Following Preproposal Conference
Deadline to submit Questions via email to:
dakern@pa.gov

	Contractors
	Monday,
April 9, 2012
4:00pm

	
Answers to Potential Contractor questions posted to the DGS website
 (www.emarketplace.state.pa.us)
 no later than this date

	Issuing Office
	Friday,
April 13, 2012

	Please monitor the DGS website for all communications
 regarding this RFQ
	Contractors
	

	
Technical Proposals and Costs will be submitted through the PA Supplier Portal
https://www.pasupplierportal.state.pa.us/irj/portal/anonymous

	Contractors
	Friday,
April 27, 2012
2:00pm




PART I
GENERAL INFORMATION

I-1.   Purpose 
This Request for Quotes ("RFQ") provides to those interested in submitting proposals for the subject procurement ("Contractors") sufficient information to enable them to prepare and submit proposals for the PA Department of Public Welfare's ("Department") consideration on behalf of the Commonwealth of Pennsylvania ("Commonwealth") to satisfy a need for IT Help Desk Services ("Project").

I-2.   Issuing Office
The PA Department of Public Welfare ("Issuing Office") has issued this RFQ on behalf of the Commonwealth.  The sole point of contact in the Commonwealth for this RFQ is David E. Kern dakern@pa.gov, the Issuing Officer for this RFQ.  Please refer all inquiries to the Issuing Officer.

I-3.   Scope
This RFQ contains instructions governing the requested proposals, including the requirements for the information and material to be included; a description of the service to be provided; requirements which Contractors must meet to be eligible for consideration; general evaluation criteria; and other requirements specific to this RFQ.

The procurement process for this RFQ will be conducted in accordance with applicable federal regulations including 45 C.F.R Part 95, 42 C.F.R Part 434, and 7 C.F.R Part 277 and applicable procurement law and procedures established by the Commonwealth of Pennsylvania.

I-4.   Problem Statement
The Department seeks a service provider who will be responsible for the management and daily operations of the Department's IT Help Desk.  The primary, daily hours of operation are M-F, 6:00am to 6:00pm excluding Commonwealth designated Holidays.

The selected Offeror will provide Tier 1 and limited Tier 2 IT Help Desk Services to over 21,000 systems users within the Departments of Public Welfare and Aging, and over 43,000 authorized business partners.

Additionally, the Department may sometime in the future add to the IT Help Desk responsibilities: 1) Responsibility for Password Resets for the Department of Public Welfare, and/or; 2) Responsibility to provide IT Help Desk Services for the Department of Insurance.  A decision on the addition of either of these responsibilities has not been finalized.

Additional detail is provided in Part IV of this RFQ


I-5.   Preproposal Conference  
The Issuing Office will hold a preproposal conference as specified in the Calendar of Events.  The purpose of this conference is to provide opportunity for clarification of the RFQ.  Contractors should forward all questions to the Issuing Office in accordance with Part I-6 to ensure adequate time for analysis before the Issuing Office provides an answer.  Contractors may also ask questions at the conference.  A question submittal form will be provided at the pre-proposal conference for any questions asked during the conference.  In view of the limited facilities available for the conference, Contractors should limit their representation to two (2) individuals per Contractor.  The preproposal conference is for information only.  Questions may be answered at the conference however, any answers furnished during the conference will not be official until they have been verified, in writing, by the Issuing Office and posted to the DGS website.  All questions and written answers will be posted on the Department of General Services’ (“DGS”) website (www.emarketplace.state.pa.us) as an addendum to, and shall become part of, this RFQ.  Attendance at the Preproposal Conference is Optional.

I-6.   Questions and Answers 
If a Contractor has any questions regarding this RFQ, the Contractor must submit the questions by email (with the subject line "IT ITQ RFQ 6100021599 Question") to the Issuing Officer named in Part I-2.

If the Contractor has questions, they must be submitted via email no later than the date and time specified in the Calendar of Events.  The Contractor shall not attempt to contact the Issuing Officer by any other means.  The Issuing Officer will post the answers to the DGS website by the date stated in the Calendar of Events.

A Contractor who submits a question after the deadline date for receipt of questions indicated on the Calendar of Events assumes the risk that its proposal will not be responsive or competitive because the Commonwealth is not able to respond before the proposal receipt date or in sufficient time for the Contractor to prepare a responsive or competitive proposal. When submitted after the deadline date for receipt of questions indicated on the Calendar of Events, the Issuing Officer may respond to questions of an administrative nature by directing the questioning Contractor to specific provisions in the RFQ.  To the extent that the Issuing Office decides to respond to a non-administrative question after the deadline date for receipt of questions indicated on the Calendar of Events, the answer will be provided to all Contractors through an addendum on the DGS website.

All questions and responses as posted on the DGS website are considered as an addendum to, and part of, this RFQ.  Each Contractor shall be responsible to monitor the DGS website for new or revised RFQ information.  The Issuing Office shall not be bound by any verbal information nor shall it be bound by any written information that is not either contained within the RFQ or formally issued as an addendum by the Issuing Office.  The Issuing Office does not consider questions to be a protest of the specifications or of the solicitation.

I-7.   Addenda to RFQ 
If the Issuing Office deems it necessary to revise any part of this RFQ before the proposal response date, the Issuing Office will post an addendum to the DGS website.  Answers to the questions asked during the questions and answer period will also be posted to the DGS website as an addendum to the RFQ.


I-8.   Electronic Version of RFQ 
This RFQ is being made available by electronic means.  The Contractor acknowledges and accepts full responsibility to insure that no changes are made to the RFQ.  In the event of a conflict between a version of the RFQ in the Contractor's possession and the Issuing Office's version of the RFQ, the Issuing Office's version shall govern.

I-9.   Response Date 
To be considered, the electronic copy of proposals must be attached to the Contractor's bid prior to the close of the date and time as specified on the electronic bid.  The time for submission of proposals shall remain the same.  Late proposals and proposals sent via email or facsimile transmission will not be considered.

I-10. Incurring Costs
The Issuing Office is not liable for any costs the Contractor incurs in preparation and submission of its proposal, in participating in the RFQ process or in anticipation of award of a purchase order.

I-11. Economy Of Preparation
Contractors should prepare proposals simply and economically, providing a straightforward, concise description of the Contractor's ability to meet the requirements of the RFQ.  

A.  Contractor’s Technical Proposal must be attached in Word, excel or Adobe format to the electronic bid.
B. Contractor’s Cost Calculation Worksheet must be attached.
C. Contractor must enter their costs from the worksheet to the line items in order for the bid to be found responsive.
D. All other attachments required will need to be printed out and completed/signed scanned in and attached to the bid by the Contractor.
E. Disadvantaged Business will be sent in via US Post/FedEx/UPS in manual form in order that it may be evaluated by BMBWO.

NOTE: Contractors are NOT to send manual copies of bids as they will be found non-responsive.

I-12. Disadvantaged Business Information
The Issuing Office encourages participation by Small Disadvantaged Businesses as prime contractors, joint ventures and subcontractors/suppliers and by socially disadvantaged businesses as prime contractors.

Small Disadvantaged Businesses are small businesses that are owned or controlled by a majority of persons, not limited to members of minority groups, who have been deprived of the opportunity to develop and maintain a competitive position in the economy because of social disadvantages.  The term includes:

a. Department of General Services Bureau of Minority and Women Business Opportunities (BMWBO)-certified minority business enterprises (MBEs) and women business enterprises (WBEs) that qualify as small businesses; and

b. United States Small Business Administration-certified 8(a) Small Disadvantaged Business concerns.

c. Businesses that BMWBO determines meet the Small Business Administration criteria for designation as a Small Disadvantaged Business.

Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, have no more than 100 full-time or full-time equivalent employees, and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).

Socially disadvantaged businesses are businesses in the United States that BMWBO determines are owned or controlled by a majority of persons, not limited to members of minority groups, who are subject to racial or ethnic prejudice or cultural bias, but which do not qualify as small businesses.  In order for a business to qualify as “socially disadvantaged,” the Contractor must include in its proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin or gender.

Questions regarding this Program can be directed to:

Department of General Services
Bureau of Minority and Women Business Opportunities
Room 611, North Office Building
Harrisburg, PA 17125
Phone:  (717) 783-3119
Fax:  (717) 787-7052
Email:  gs-bmwbo@state.pa.us
		Website: www.dgs.state.pa.us

A database of BMWBO-certified minority- and women-owned businesses can be accessed at http://www.dgsweb.state.pa.us/mbewbe/VendorSearch.aspx.  

The federal vendor database can be accessed at http://www.ccr.gov by clicking on Dynamic Small Business Search (certified companies are so indicated).

I-13. Information Concerning Small Businesses in Enterprise Zones  
The Issuing Office encourages participation by small businesses, whose primary or headquarters facility is physically located in areas the Commonwealth has identified as Designated Enterprise Zones, as prime contractors, joint ventures and subcontractors/suppliers.

The definition of headquarters includes, but is not limited to, an office or location that is the administrative center of a business or enterprise where most of the important functions of the business are conducted or concentrated and location where employees are conducting the business of the company on a regular and routine basis so as to contribute to the economic development of the geographical area in which the office or business is geographically located.

Small businesses are businesses in the United States that are independently owned, are not dominant in their field of operation, employ no more than 100 full-time or full-time equivalent persons and earn less than $20 million in gross annual revenues ($25 million in gross annual revenues for those businesses in the information technology sales or service business).


There is no database or directory of small businesses located in Designated Enterprise Zones.  Information on the location of Designated Enterprise Zones can be obtained by contacting:

Aldona M. Kartorie
Center for Community Building
PA Department of Community and Economic Development
4th Floor, Commonwealth Keystone Building
400 North Street
Harrisburg, PA 17120-0225
Phone:  (717) 720-7409
Fax:  (717) 787-4088
Email:  akartorie@state.pa.us

I-14. Proposals

Contractors proposal must be attached and entered into SRM through the PA Supplier Portal.  Vendors need to be registered if they are not already registered.

To be considered, Contractors must submit a complete proposal to this RFQ using the format provided in Part II.  An official authorized to bind the Contractor to its proposal must sign the proposal. If the official signs the Proposal Cover Sheet (Appendix A to this RFQ) and the Proposal Cover Sheet is attached to the Contractor’s proposal, the requirement will be met.  Each proposal page should be numbered for ease of reference.  

For this RFQ, the proposal must remain valid for one hundred and twenty (120) days or until a purchase order is executed.  Each Contractor submitting a proposal specifically waives any right to withdraw or modify it, except that the Contractor may withdraw its proposal by written notice received at the Issuing Office’s address for proposal delivery prior to the exact hour and date specified for proposal receipt.  A Contractor or its authorized representative may withdraw its proposal in person prior to the exact hour and date set for proposal receipt, provided the withdrawing person provides appropriate identification and signs a receipt for the proposal.  A Contractor may modify its submitted proposal prior to the exact hour and date set for proposal receipt only by submitting a new sealed proposal or sealed modification which complies with the RFQ requirements.

If the Issuing Office selects the Contractor’s proposal for award, the contents of the selected Contractor’s proposal will become, except to the extent the contents are changed through Best and Final Offers or negotiations, contractual obligations.

I-15. Alternate Proposals  
The Issuing Office has identified the basic approach to meeting its requirements, allowing Contractors to be creative and propose their best solution to meeting these requirements.  The Issuing Office will not accept alternate proposals. 


I-16. Proposal Contents

a. Confidential Information.  The Commonwealth is not requesting, and does not require, confidential proprietary information or trade secrets to be included as part of Contractors’ submissions in order to evaluate proposals submitted in response to this RFQ.  Accordingly, except as provided herein, Contractors should not label proposal submissions as confidential or proprietary or trade secret protected.  Any Contractor who determines that it must divulge such information as part of its proposal must submit the signed written statement described in subsection c. below and must additionally provide a redacted version of its proposal, which removes only the confidential proprietary information and trade secrets, for required public disclosure purposes.

b.  Commonwealth Use.  All material submitted with the proposal shall be considered the property of the Commonwealth of Pennsylvania and may be returned only at the Issuing Office’s option.  The Commonwealth has the right to use any or all ideas not protected by intellectual property rights that are presented in any proposal regardless of whether the proposal becomes part of a contract.  Notwithstanding any Contractor copyright designations contained on proposals, the Commonwealth shall have the right to make copies and distribute proposals internally and to comply with public record or other disclosure requirements under the provisions of any Commonwealth or United States statute or regulation, or rule or order of any court of competent jurisdiction.

c. Public Disclosure.  After the award of a agreement pursuant to this RFQ, all proposal submissions are subject to disclosure in response to a request for public records made under the Pennsylvania Right-to-Know-Law, 65 P.S. § 67.101, et seq.  If a proposal submission contains confidential proprietary information or trade secrets, a signed written statement to this effect must be provided with the submission in accordance with 65 P.S. § 67.707(b) for the information to be considered exempt under 65 P.S. § 67.708(b)(11) from public records requests (See Appendix D, Trade Secret/Confidential Proprietary Information Notice).  Financial capability information submitted in response to Part II, Section II-8 of this RFQ is exempt from public records disclosure under 65 P.S. § 67.708(b)(26).

I-17. Contractor’s Representations and Authorizations
By submitting its proposal, each Contractor understands, represents, and acknowledges that:

a. All of the Contractor’s information and representations in the proposal are material and important, and the Issuing Office may rely upon the contents of the proposal in making an award.  The Commonwealth shall treat any misstatement, omission or misrepresentation as fraudulent concealment of the true facts relating to the proposal submission, punishable pursuant to 18 Pa. C.S. § 4904.

b. The Contractor has arrived at the price(s) and amounts in its proposal independently and without consultation, communication, or agreement with any other Contractor or potential Contractor.

c. The Contractor has not disclosed the price(s), the amount of the proposal, nor the approximate price(s) or amount(s) of its proposal to any other firm or person who is a Contractor or potential Contractor for this RFQ, and the Contractor shall not disclose any of these items on or before the proposal submission deadline specified in the Calendar of Events of this RFQ.

d. The Contractor has not attempted, nor will it attempt, to induce any firm or person to refrain from submitting a proposal on this contract, or to submit a proposal higher than this proposal, or to submit any intentionally high or noncompetitive proposal or other form of complementary proposal.

e. The Contractor makes its proposal in good faith and not pursuant to any agreement or discussion with, or inducement from, any firm or person to submit a complementary or other noncompetitive proposal.

f. To the best knowledge of the person signing the proposal for the Contractor, the Contractor, its affiliates, subsidiaries, officers, directors, and employees are not currently under investigation by any governmental agency and have not in the last four years been convicted or found liable for any act prohibited by State or Federal law in any jurisdiction, involving conspiracy or collusion with respect to bidding or proposing on any public contract, except as the Contractor has disclosed in its proposal.

g. To the best of the knowledge of the person signing the proposal for the Contractor and except as the Contractor has otherwise disclosed in its proposal, the Contractor has no outstanding, delinquent obligations to the Commonwealth including, but not limited to, any state tax liability not being contested on appeal or other obligation of the Contractor that is owed to the Commonwealth.

h. The Contractor is not currently under suspension or debarment by the Commonwealth, any other state or the federal government, and if the Contractor cannot so certify, then it shall submit along with its proposal a written explanation of why it cannot make such certification.

i. The Contractor has not made, under separate contract with the Issuing Office, any recommendations to the Issuing Office concerning the need for the services described in its proposal or the specifications for the services described in the proposal.

j. The Contractor, by submitting its proposal, authorizes Commonwealth agencies to release to the Commonwealth information concerning the Contractor's Pennsylvania taxes, unemployment compensation and workers’ compensation liabilities.

k. The selected Contractor shall not begin to perform until it receives a fully executed purchase order from the Commonwealth.

I-18. Restriction Of Contact 
From the issue date of this RFQ until the Issuing Office selects a proposal for award, the Issuing Officer is the sole point of contact concerning this RFQ.  Any violation of this condition may be cause for the Issuing Office to reject the offending Contractor's proposal.  If the Issuing Office later discovers that the Contractor has engaged in any violations of this condition, the Issuing Office may reject the offending Contractor's proposal or rescind its purchase order award.  Contractors must agree not to distribute any part of their proposals beyond the Issuing Office.  A Contractor who shares information contained in its proposal with other Commonwealth personnel and/or competing Contractor personnel may be disqualified.


I-19. Prime Contractor Responsibilities 
The selected Contractor will be required to assume responsibility for all services offered in its proposal whether it produces them itself or by subcontract.  The Issuing Office and Project Manager will consider the selected Contractor to be the sole point of contact with regard to contractual and purchase order matters.

I-20. Resources 
Contractors shall provide all services, supplies, facilities, and other support necessary to complete the identified work, except as otherwise provided in this Part I-20.  The Commonwealth will provide the staffing resources necessary to administer this agreement and fulfill the Commonwealth responsibilities.

I-21. Rejection Of Proposals
The Issuing Office reserves the right, in its sole and complete discretion, to reject any proposal received in response to this RFQ, or to negotiate separately with competing Contractors.

I-22. Discussions for Clarification
Contractors may be required to make an oral or written clarification of their proposals to the Issuing Office to ensure thorough mutual understanding and contractor responsiveness to the solicitation requirements.  The Issuing Office will initiate requests for clarification.

I-23. Best and Final Offer (BAFO)

a. While not required, the Issuing Office reserves the right to conduct discussions with Contractors for the purpose of obtaining “Best and Final Offers.”  To obtain Best and Final Offers from Contractors, the Issuing Office may do one or more of the following, in combination and in any order:

1. Schedule oral presentations;

2. Request revised proposals; 

3. Conduct a reverse online auction; and

4. Enter into pre-selection negotiations.

b. The following Offerors will not be invited by the Issuing Office to submit a Best and Final Offer:

1. Those Contractors which the Issuing Office has determined to be not responsible or whose proposals the Issuing Office has determined to be not responsive.

2. Those Contractors, which the Issuing Office has determined in accordance with Part III, Section III-4, from the submitted and gathered financial and other information, do not possess the financial capability, experience or qualifications to assure good faith performance of the contract. 

3. Those Contractors whose score for their technical submittal of the proposal is less than 70% of the total amount of technical points allotted to the technical criterion. 

The Issuing Office may further limit participation in the Best and Final Offers process to those remaining responsible Contractors which the Issuing Office has, within its discretion, determined to be within the top competitive range of responsive proposals. 

c. Evaluation Criteria found in Part III, Section III-3, shall also be used to evaluate the Best and Final Offers.  

d. Price reductions offered through any reverse online auction shall have no effect upon the Contractor’s Technical Submittal.  Dollar commitments to Disadvantaged Businesses and Enterprise Zone Small Businesses can be reduced only in the same percentage as the percent reduction in the total price offered through any reverse online auction or negotiations.  

I-24. Notification of Selection
The Issuing Office will notify the selected Contractor in writing of its selection for negotiation after the Issuing Office has determined, taking into consideration all of the evaluation factors, the proposal that offers the best value to the Commonwealth.

I-25. Purchase Order
The successful Contractor will be issued a purchase order with reference to IT ITQ Contract #4400004480.  The term of the purchase order will commence on the Effective Date and will end in three (3) years.  The Commonwealth, at its sole option, may renew the purchase order for up to two (2) years, and may exercise the renewal(s) in single or multiple year increments.  No work may begin or be reimbursed prior to issuance of the purchase order.  The selected Contractor will be paid after submitting invoices, provided it is in accordance with the work plan and approved by the Commonwealth Project Manager.  Final payment will not be made until all Project work has been successfully completed.

Pricing for the option years will be negotiated prior to the exercise of the renewal option and will not be included as the basis for award or counted in the evaluation.

I-26. Debriefing Conferences 
Contractors whose proposals are not selected will be notified of the name of the selected Contractor and given the opportunity to be debriefed.  The Issuing Office will schedule the time and location of the debriefing.  The debriefing will not compare the Contractor with other Contractors, other than the position of the Contractor's proposal in relation to all other Contractor proposals.  A Contractor's exercise of the opportunity to be debriefed does not constitute the filing of a protest.

I-27. News Releases 
Contractors shall not issue news releases, internet postings, advertisements or any other public communications pertaining to this Project without prior written approval of the Issuing Office, and then only in coordination with the Issuing Office.

I-28. Terms and Conditions
The requirements and terms and conditions of IT ITQ Contract #4400004480 and the DPW Addendum to STC 8-6-11 (Appendix F) shall govern the purchase order issued as a result of this RFQ.


PART II
PROPOSAL REQUIREMENTS

II-1. General Requirements 
Contractors must submit their proposals in the format, including heading descriptions, outlined below.  The proposal must respond to all requirements in this part of the RFQ.  Contractors should provide any other information thought to be relevant, but not applicable to the enumerated categories, as an appendix to the Proposal.  All cost data relating to this proposal and all Disadvantaged Business cost data should be kept separate from and not included in the Technical Submittal.  Each Proposal will be entered electronically through the PA Supplier Portal, except for the DISADVANTAGED BUSINESS PORTION which will be a manual submission as per Part I sections I-11 to I-13.

a. Technical Submittal – in response to RFQ Part II, Sections II‑1 through II‑9;
b. Cost Submittal – in response to RFQ Part II, Section II‑11;
c. Disadvantaged Business Submittal – in response to RFQ Part II, Section II‑10.

The electronic files submitted as an Offeror’s proposal response must be limited to versions of Microsoft Word 2007, Excel 2007, and Adobe format.

The outline section headings shown in Part II MUST be used and each proposal page must be numbered for ease of reference.  All fonts must be Arial or Times New Roman font size 12 or larger.  This font size requirement does not apply to graphics, tables and Microsoft project plans.

The Issuing Office reserves the right to request additional information which, in the Issuing Office’s opinion, is necessary to assure that the Contractor’s competence, number of qualified employees, business organization, and financial resources are adequate to perform according to the RFQ.

The Issuing Office may make investigations as deemed necessary to determine the ability of the Contractor to perform the Project, and the Contractor shall furnish to the Issuing Office all requested information and data.  The Issuing Office reserves the right to reject any proposal if the evidence submitted by, or investigation of, such Contractor fails to satisfy the Issuing Office that such Contractor is properly qualified to carry out the obligations of the RFQ and to complete the Project as specified.



Offerors must format their technical submittal using the following guide:

1. Tab 1: Proposal Cover Sheet (Appendix A) 
2. Tab 2: Table of Contents 
3. Tab 3: Statement of the Problem 
4. Tab 4: Management Summary 
5. Tab 5: Work Plan (including Offeror Requirements Questionnaire - Appendix H)
6. Tab 6: Prior Experience 
7. Tab 7: Personnel 
8. Tab 8: Financial Capability 
9. Tab 9: Emergency Preparedness 
10. Tab 10: Domestic Workforce Utilization Certification (Appendix B) 
11. Tab 11: Lobbying Certification (Appendix E) 

II-2. Statement of the Problem
State in succinct terms your understanding of the problem presented or the service required by this RFQ.

II-3. Management Summary
Include a narrative description of the proposed effort and a list of the items to be delivered or services to be provided. 

The summary will condense and highlight the contents of the technical proposal in a way that provides DPW with a broad understanding of the entire Technical Submittal.  If the Offeror is proposing to subcontract portions of the work, the Offeror should identify the subcontractor and describe the general scope of the work to be subcontracted. This section must not exceed five (5) single sided pages 

Offerors are encouraged to highlight those factors that they believe distinguish their Proposal as follows: 
· Overview of the proposed work plan and approach to meeting the General Requirements 
· Proposed staffing and qualifications of key personnel, identification of any subcontractors to be used and a summary of the subcontractor's scope of work 
· Highlights of the Offeror's corporate qualification and resources, including previous relevant experience, staff, computer facilities, and financial stability, should be included as well as a discussion of Offeror's corporate commitment to performing the contract and meeting the performance requirements 
· Description of any specific qualifications or aspects of the proposed approach that the Offeror considers to be especially notable 

II-4. Work Plan
Describe in narrative form your technical plan for accomplishing the work.  Use the task descriptions in Part IV of this RFQ as your reference point.  Modifications of the task descriptions are permitted; however, reasons for changes should be fully explained.  Fully describe the approach, methods, and specific work steps for conducting the work on this Project, the deliverables to be produced and indicate the number of person hours allocated to each task.  Include a Program Evaluation and Review Technique (PERT) or similar type display, time related, showing each event.  If more than one approach is apparent, comment on why you chose this approach.

Complete the questionnaire contained in Appendix H, DPW IT Help Desk Services – Offeror Requirements Questionnaire and include the completed questionnaire with your work plan in Tab 5.  Minimally, your proposal and work plan should address each of the items / questions listed in Appendix I, Work Plan Technical Submittal Items / Questions.

II-5. Prior Experience
Include experience in setup, management, operation, infrastructure, delivery, quality assurance and ongoing improvement of providing IT Help Desk Services of similar size and complexity as the Department.  Experience shown should be work done by individuals who will be assigned to this project as well as that of your company.  Studies or projects referred to must be identified and the name of the customer shown, including the name, address, and telephone number of the responsible official of the customer, company, or agency who may be contacted.

II-6. Personnel
Include the number of executive and professional personnel, analysts, auditors, researchers, programmers, consultants, administrators, support staff, etc. who will be engaged in the work on this Project.  Show where these personnel will be physically located during the time they are engaged in the Project.  Include an organization chart specific to the personnel assigned to accomplish the work described in this Project.  The organization chart must illustrate the lines of authority, designate the roles, individual(s) accountable, and must clearly indicate any functions that are subcontracted along with the name of the subcontracting entities and the services they will perform.

For Key Personnel, include the individual's name and, through a resume or similar document, the individual’s education and experience in providing IT Help Desk services.  Indicate the responsibilities each individual will have in this Project and how long each has been with your company or with a proposed subcontractor company.

(For purposes of this RFQ, Key Personnel (Key Staff) is any staff member, including subcontractor(s) in a management or decision-making position, including team leads the Offeror proposes to assign to this project.)

A. Resumes.  In addition to assessing the experience of specific individuals, DPW will consider the resumes as a key indicator of the Offeror's understanding of the skills required for each essential staffing area.  Each of the individual resumes for the proposed Key Staff shall not exceed three (3) pages.  The Offeror must include the specific skills and knowledge of each of the Key Staff that will enable them to successfully complete the requirements of this Project.

The resumes of all Key Staff proposed must include: 
a. Name and job title
b. Experience in the setup, management, operation, infrastructure, delivery, quality assurance and ongoing improvement of providing IT Help Desk Services with explicit descriptions of duties and accomplishments
c. Relevant education, qualifications, certifications and training, including college degrees, dates, and institution name and location


Resumes are not to include personal information that will, or will be likely to, require redaction prior to release of the proposal under the Right to Know Law.  This includes home addresses and phone numbers, Social Security Numbers, Drivers’ License numbers or numbers from state ID cards issued in lieu of a Drivers’ License, financial account numbers, etc.  If the Commonwealth requires any of this information for security verification or other purposes, the information will be requested separately and as necessary.

B. Key Staff Client References.  A minimum of three (3) and no more than five (5) client references for each Key Staff person must be provided.  At least two (2) of the client references for each Key Staff person must be outside clients (not employed by the Offeror or subcontractor) who can give information on the individual's experience and competence to perform project tasks similar to those stated in this RFQ.  The Commonwealth may conduct reference checks to verify the accuracy of submitted materials and to ascertain the quality of past performance. The Commonwealth may pursue any reference that may assist in completing the Technical Proposal evaluation.  Reference checks shall be used in scoring the Offeror's proposal.  Offerors must complete Appendix M, Key Staff Reference Template, to provide reference contact information.

C. Key Staff Diversions or Replacement.  After Key Staff (Offeror and subcontractor staff) have received approval by the Department, the selected Offeror may not divert or replace Key Staff without approval by the Department and in accordance with the following procedures.  The selected Offeror must provide notice of a proposed diversion or replacement to the Department's representative at least thirty (30) days in advance and provide the name, qualifications, and background check of the person who will replace the diverted or removed staff.  The Department's representative will notify the selected Offeror within ten (10) days of the diversion notice whether the proposed diversion is acceptable and if the replacement is approved.  The Department may request client references for the proposed replacement.

Divert or diversion is defined as the transfer of personnel by the Offeror or its subcontractor to another assignment within the control of either the Offeror or subcontractor.  Advance notification and approval does not include changes in Key Staff due to resignations, death and disability, dismissal for cause or dismissal as a result of the termination of a subcontract or any other causes that is beyond the control of the selected Offeror or its subcontractor.  However, the Department must approve the replacement staff.

The Department's representative may request that the selected Offeror remove its staff person from this project at any time.  In the event that the selected Offeror staff person is removed from the project, the selected Offeror will have ten (10) days to fill the vacancy with a staff person acceptable in terms of experience and skills, subject to the Department's approval.


D. Minimum Personnel Qualifications.

IT Help Desk Manager.  This position or the selected Offeror's equivalent position is held by the individual responsible for overseeing all aspects of the IT Help Desk daily operations.  Including all tasks described in this RFQ, all IT Help Desk personnel and all (if any) subcontractor participation.

The minimum qualifications for this position include:

· Must be employed by the selected Offeror – cannot be a subcontractor or employed by a subcontractor
· Must have at least (5) years of current experience in a similar position managing IT Help Desk(s) to organization(s) averaging at least 75% of  the contact and incident volume shown in Appendix G, IT Help Desk Utilization Statistics and  providing similar services as required by this RFQ
· Experience in providing IT Help Desk services to government institutions is highly desired
· Must hold CompTIA A+ and MCP or MCSE certifications
· Must be Foundation Level ITIL v3 certified
· Must hold or obtain HDI certification within (6) months of the PO start date or from the date of assignment to the IT Help Desk of Desktop Support Manager Certification  or Support Center Manager Certification
· Must have strong customer service skills
· Must be able to translate technical terms into non-technical terms / explanations easily understood by most office workers
· Must be assigned full-time to this project

IT Help Desk Analyst / Team Lead-Supervisor / Tier 2.  These positions, if included in the Offeror's proposal or the selected Offeror's equivalent positions are defined as mid-level, lead, supervisory or specialized skills-knowledge positions.

The minimum qualifications for this position include:

· Must have at least (3) years of current experience in a similar position providing similar services as required by this RFQ
· Experience in providing IT Help Desk services to government institutions is highly desired
· Must hold CompTIA A+ and MCP or MCSE certifications (or alternatively, hold substantially equivalent certification(s) in the individual's assigned area(s) of specialization
· Must hold at least one (1) or obtain at least one (1) HDI certification within (6) months of the PO start date  or from the date of assignment to the IT Help Desk in a category applicable to the individual's assigned duties
· Must have strong customer service skills
· Must be able to translate technical terms into non-technical terms / explanations easily understood by most office worker


IT Help Desk Agent / Tier 1.

The minimum qualifications for this position include:

· Must have prior experience in providing IT Help Desk services or related IT education and/or experience
· Must hold CompTIA A+
· MCP or MCSE certification is highly desired
· Must hold at least one (1) or obtain at least one (1) HDI certification within (6) months of the PO start date or from the date of assignment to the IT Help Desk in a category applicable to the individual's assigned duties
· Must have strong customer service skills
· Must be able to translate technical terms into non-technical terms / explanations easily understood by most office worker

II-7. Training
If appropriate, indicate recommended training of agency personnel.  Include the agency personnel to be trained, the number to be trained, duration of the program, place of training, curricula, training materials to be used, number and frequency of sessions, and number and level of instructors.

Include recommended training, if any in Tab 7 Personnel.

II-8. Financial Capability  
Describe your company’s financial stability and economic capability to perform the Project requirements.  Provide your company’s financial statements for the past three (3) fiscal years.  If your company is a publicly traded company, please provide a link to your financial records on your company website; otherwise, provide three (3) years of your company’s financial documents such as audited financial statements or recent tax returns.  Financial statements must include the company’s Balance Sheet and Income Statement or Profit/Loss Statements.  Also include a Dun & Bradstreet comprehensive report if available. 

II-9. Emergency Preparedness.  
To support continuity of operations during an emergency, including a pandemic, the Commonwealth needs a strategy for maintaining operations for an extended period of time. One part of this strategy is to ensure that essential contracts that provide critical business services to the Commonwealth have planned for such an emergency and put contingencies in place to provide needed goods and services. 

a. Describe how it is anticipated such a crisis will impact Contractor’s operations.
b. Describe Contractor’s emergency response continuity of operations plan. Attach a copy of the plan, or at a minimum, summarize how the plan addresses the following aspects of pandemic preparedness:
i) Employee training (describe Contractor’s training plan, and how frequently the plan will be shared with employees)
ii) Identified essential business functions and key employees (within Contractor’s organization) necessary to carry them out
iii) Contingency plans for: 
· How Contractor will handle staffing issues when a portion of key employees are incapacitated due to illness.
· How Contractor employees will carry out the essential functions if contagion control measures prevent them from coming to the primary workplace. 
iv) How Contractor will communicate with staff and suppliers when primary communications systems are overloaded or otherwise fail, including key contacts, chain of communications (including suppliers), etc.
v) How and when Contractor’s emergency plan will be tested, and if the plan will be tested by a third-party.

II-10. Disadvantaged Business Submittal  

a. Disadvantaged Business Information.

i) To receive credit for being a Small Disadvantaged Business or a Socially Disadvantaged Business or for entering into a joint venture agreement with a Small Disadvantaged Business or for subcontracting with a Small Disadvantaged Business (including purchasing supplies and/or services through a purchase agreement), a Contractor must include proof of Disadvantaged Business qualification in the Disadvantaged Business Submittal of the proposal, as indicated below:

1) A Small Disadvantaged Business certified by BMWBO as an MBE/WBE must provide a photocopy of its BMWBO certificate.

2) A Business certified by the U.S. Small Business Administration pursuant to Section 8(a) of the Small Business Act (15 U.S.C. § 636(a)) as an 8(a) Small Disadvantaged Business must submit proof of U.S. Small Business Administration certification.  The owners of such business must also submit proof of United States citizenship.

3) A Business which asserts that it meets the U.S.  Small Business Administration criteria for designation as a Small Disadvantaged Business, must submit: a) self-certification that the business meets the Small Business Administration criteria and b) documentary proof to support the self-certification.  The owners of such business must also submit proof of United States citizenship, and provide any relevant Small Disadvantaged Business certifications by other certifying entities.

4) A business claiming Small Disadvantaged Business status, whether as a result of BMWBO certification, or U.S. Small Business Administration certification as an 8(a) or self-certification as a U.S. Small Business Administration Small Disadvantaged Business, must attest to the fact that the business has no more than 100 full-time or full-time equivalent 


5) A business claiming Small Disadvantaged Business status, whether as a result of BMWBO certification, or U.S. Small Business Administration certification as an 8(a) or self-certification as a U.S. Small Business Administration Small Disadvantaged Business, must submit proof that its gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.

ii) A business claiming status as a Socially Disadvantaged Business must include in the Disadvantaged Business Submittal of the proposal clear and convincing evidence to establish that the business has personally suffered racial or ethnic prejudice or cultural bias stemming from the business person’s color, ethnic origin or gender.  The submitted evidence of prejudice or bias must:

1) Be rooted in treatment that the business person has experienced in American society, not in other countries.

2) Show prejudice or bias that is chronic and substantial, not fleeting or insignificant.

3) Indicate that the business person’s experience with the racial or ethnic prejudice or cultural bias has negatively impacted his or her entry into and/or advancement in the business world.

BMWBO shall determine whether the Contractor has established that a business is socially disadvantaged by clear and convincing evidence.

iii) In addition to the above verifications, the Contractor must include in the Disadvantaged Business Submittal of the proposal the following information:

1) A Small Disadvantaged Business submitting a proposal as the prime Contractor, must include a numerical percentage which represents the total percentage of the work (as a percentage of the total cost in the Cost Submittal) to be performed by the Contractor and not by subcontractors and suppliers.  

2) A Small Disadvantaged Business submitting a proposal as a part of a joint venture partnership, must include a numerical percentage which represents the total percentage of the work (as a percentage of the total cost in the Cost Submittal) to be performed by the Small Disadvantaged Business joint venture partner and not by subcontractors and suppliers or by joint venture partners who are not Small Disadvantaged Businesses.  The Contractor must also provide:

a) The amount of capital, if any, each Small Disadvantaged Business joint venture partner will be expected to provide.

b) A copy of the joint venture agreement signed by all parties.

c) The business name, address, name and telephone number of the primary contact person for the Small Disadvantaged Business joint venture partner.

3) All Contractors must include a numerical percentage which represents the total percentage of the total cost in the Cost Submittal that the Contractor commits to paying to Small Disadvantaged Businesses as subcontractors. To support its total percentage Disadvantaged Business subcontractor commitment, the Contractor must also include: 

a) The dollar amount of each subcontract commitment to a Small Disadvantaged Business. 

b) The name of each Small Disadvantaged Business.  The Contractor will not receive credit for stating that it will find a Small Disadvantaged Business after the purchase order is awarded. 

c) The services or supplies each Small Disadvantaged Business will provide, including the timeframe for providing the services or supplies. 

d) The location where each Small Disadvantaged Business will perform services.

e) The timeframe for each Small Disadvantaged Business to provide or deliver the goods or services.

f) A signed subcontract or letter of intent for each Small Disadvantaged Business.  The subcontract or letter of intent must identify the specific work, goods or services the Small Disadvantaged Business will perform and how the work, goods or services relates to the project.  

g) The name, address and telephone number of the primary contact person for each Small Disadvantaged Business.

4) The total percentages and each subcontractor commitment will become contractual obligations once the contract is fully executed.

5) The name and telephone number of the Contractor’s project (contact) person for the Small Disadvantaged Business information.

iv) The Contractor is required to submit two (2) copies of its Disadvantaged Business Submittal. The submittal shall be clearly identified as Disadvantaged Business information and sealed in its own envelope, separate from the remainder of the proposal.

v) A Small Disadvantaged Business can be included as a subcontractor with as many prime contractors as it chooses in separate proposals.

vi) A Contractor that qualifies as a Small Disadvantaged Business and submits a proposal as a prime contractor is not prohibited from being included as a subcontractor in separate proposals submitted by other Contractors.

b. Enterprise Zone Small Business Participation

i) To receive credit for being an enterprise zone small business or entering into a joint venture agreement with an enterprise zone small business or subcontracting with an enterprise zone small business, a Contractor must include the following information in the Disadvantaged Business Submittal of the proposal:

1) Proof of the location of the business’ headquarters (such as a lease or deed or Department of State corporate registration), including a description of those activities that occur at the site to support the other businesses in the enterprise zone.

2) Confirmation of the enterprise zone in which it is located (obtained from the local enterprise zone office).

3) Proof of United States citizenship of the owners of the business.

4) Certification that the business has no more than 100 full-time or full-time equivalent employees.

5) Proof that the business’ gross annual revenues are less than $20,000,000 ($25,000,000 for those businesses in the information technology sales or service business).  This can be accomplished by including a recent tax return or audited financial statement.

6) Documentation of business organization, if applicable, such as articles of incorporation, partnership agreement or other documents of organization.

ii) In addition to the above verifications, the Contractor must include in the Disadvantaged Business Submittal of the proposal the following information:

1) The name and telephone number of the Contractor’s project (contact) person for the Enterprise Zone Small Business.

2) The business name, address, name and telephone number of the primary contact person for each Enterprise Zone Small Business included in the proposal.  The Contractor must specify each Enterprise Zone Small Business to which it is making commitments.  The Contractor will not receive credit for stating that it will find an Enterprise Zone Small Business after the contract is awarded or for listing several businesses and stating that one will be selected later.

3) The specific work, goods or services each Enterprise Zone Small Business will perform or provide.

4) The total cost amount submitted in the Contractor’s cost proposal and the estimated dollar value of the contract to each Enterprise Zone Small Business.

5) Of the estimated dollar value of the contract to each Enterprise Zone Small Business, the percent of the total value of services or products purchased or subcontracted that each Enterprise Zone Small Business will provide.

6) The location where each Enterprise Zone Small Business will perform these services.

7) The timeframe for each Enterprise Zone Small Business to provide or deliver the goods or services.

8) The amount of capital, if any, each Enterprise Zone Small Business will be expected to provide.

9) The form and amount of compensation each Enterprise Zone Small Business will receive.

10) For a joint venture agreement, a copy of the agreement, signed by all parties.

11) For a subcontract, a signed subcontract or letter of intent.

iii) The dollar value of the commitment to each Enterprise Zone Small Business must be included in the same sealed envelope with the Disadvantaged Business Submittal of the proposal.  The following will become a contractual obligation once the contract is fully executed:

1) The amount of the selected Contractor’s Enterprise Zone Small Business commitment;

2) The name of each Enterprise Zone Small Business; and

3) The services each Enterprise Zone Small Business will provide, including the timeframe for performing the services.


II-11. Cost Submittal
The information requested in this Part II-11 and Appendix C - Cost Matrix shall constitute the Cost Submittal.  The Cost Submittal shall be attached to the electronic bid.  The total proposed cost must be broken down into the components listed on Appendix C and totals must also be entered into the line items as required.

Contractors should not include any assumptions in their cost submittals.  If the Contractor includes assumptions in its cost submittal, the Issuing Office may reject the proposal. Contractors should direct in writing to the Issuing Office pursuant to Part I, Section I-6 of this RFQ, any questions about whether a cost or other component is included or applies.  All Contractors will then have the benefit of the Issuing Office’s written answer so that all proposals are submitted on the same basis.

[bookmark: _GoBack]Costs for Additional Work and Renewal Years will not be used as the basis of the award and will not be evaluated.  All costs required will also be entered into the appropriate bid line item in order for the bid to be found responsive.  Pricing for the option years will be negotiated prior to the exercise of the renewal option.  Price increases, if any for the renewal option years may not be in excess of the CPI at the time of the renewal or greater than 3% whichever is less.

II-12. Domestic Workforce Utilization
Contractors must complete and sign the Domestic Workforce Utilization Certification attached to this RFQ as Appendix B. Contractors who seek consideration for the Domestic Workforce Utilization Certification criterion must complete, sign, and submit the Domestic Workforce Utilization Certification Form in the same sealed envelope with the Technical Submittal.

II-13. Lobbying Certification and Disclosure of Lobbying Activities
This Project will be funded, in whole or in part, with federal monies.  Public Law 101-121, Section 319, prohibits federal funds from being expended by the recipient or by any lower tier sub-recipients of a federal contract, grant, loan, or a cooperative agreement to pay any person for influencing, or attempting to influence a federal agency or Congress in connection with the awarding of any federal contract, the making of any federal grant or loan, or entering into any cooperative agreement.  All parties who submit proposals in response to this RFQ must sign the “Lobbying Certification Form,” (attached as Appendix E) and, if applicable, complete the “Disclosure of Lobbying Activities” form available at:
 http://www.whitehouse.gov/omb/assets/omb/grants/sflllin.pdf.


PART III 
CRITERIA FOR SELECTION

III-1. Mandatory Responsiveness Requirements
To be eligible for evaluation, a proposal must:
 
a. Be timely received from a Contractor; and 

b. Be properly signed by the Contractor; and

c. Demonstrate from the Financial Capability information submitted in response to Part II-8 that the Contractor has annual sales revenue of at least $13.8 million and with the award of this contract less than half of the Contractor’s annual sales revenue would be received from the Commonwealth (using the total cost proposed by the Contractor in its Cost Submittal).

III-2. Technical Nonconforming Proposals 
The three (3) Mandatory Responsiveness Requirements set forth in Part III-1 above (a-c) are the only RFQ requirements that the Commonwealth will consider to be non-waivable.  The Issuing Office reserves the right, in its sole discretion, to (1) waive any other technical or immaterial nonconformities in a Contractor's proposal, (2) allow the Contractor to cure the nonconformity, or (3) consider the nonconformity in the scoring of the Contractor’s proposal.

III-3. Evaluation Criteria
The following criteria will be used in evaluating each proposal.  

a. Technical: The Issuing Office has established the weight for the Technical criterion for this RFQ as 40% of the total points.  Evaluation will be based upon the following:

· Understanding the Problem,
· Soundness of Approach,
· Personnel Qualifications,
· Offeror Qualification, and
· Financial Capability

b. Cost: The Issuing Office has established the weight for the Cost criterion for this RFQ as 40% of the total points.  

c. Disadvantaged Business Participation: BMWBO has established the weight for the Disadvantaged Business (DB) Participation criterion for this RFQ as 20% of the total points.  Evaluation will be based upon the following in order of priority:

Priority Rank 1	Proposals submitted by Small Disadvantaged Businesses.

Priority Rank 2	Proposals submitted from a joint venture with a Small Disadvantaged Business as a joint venture partner.
	
Priority Rank 3	Proposals submitted with subcontracting commitments to Small Disadvantaged Businesses.

Priority Rank 4	Proposals submitted by Socially Disadvantaged Businesses.

Each DB participation submittal will be rated for its approach to enhancing the utilization of Small Disadvantaged Businesses and/or Socially Disadvantaged Businesses.  Each approach will be evaluated, with Priority Rank 1 receiving the highest score and the succeeding options receiving scores in accordance with the above-listed priority ranking.  To the extent that there are multiple DB Participation submittals that offer subcontracting commitments to Small Disadvantaged Businesses, the proposal offering the highest total percentage commitment shall receive the highest score in the Priority Rank 3 category and the other proposal(s) in that category shall be scored in proportion to the highest total percentage commitment offered.    

To qualify as a Small Disadvantaged Business or a Socially Disadvantaged Business, the Small Disadvantaged Business or Socially Disadvantaged Business cannot enter into subcontract arrangements for more than 40% of the total estimated dollar amount of the contract.  If a Small Disadvantaged Business or a Socially Disadvantaged Business subcontracts more than 40% of the total estimated dollar amount of the contract to other contractors, the Disadvantaged Business Participation scoring shall be proportionally lower for that proposal.

d. Enterprise Zone Small Business Participation: In accordance with the priority ranks listed below, bonus points in addition to the total points for this RFQ, will be given for the Enterprise Zone Small Business Participation criterion. The maximum bonus points for this criterion is 3% of the total points for this RFQ. The following options will be considered as part of the final criteria for selection:

Priority Rank 1	Proposals submitted by an Enterprise Zone Small Business will receive a three percent bonus for this criterion.

Priority Rank 2	Proposals submitted by a joint venture with an Enterprise Zone Small Business as a joint venture partner will receive a two percent bonus for this criterion.

Priority Rank 3	Proposals submitted with a subcontracting commitment to an Enterprise Zone Small Business will receive a one percent bonus for this criterion.

Priority Rank 4	Proposals with no Enterprise Zone Small Business Utilization will receive no points under this criterion.

To the extent that a Contractor is an Enterprise Zone Small Business, the Contractor cannot enter into contract or subcontract arrangements for more than 40% of the total estimated dollar amount of the contract in order to qualify as an Enterprise Zone Small Business for purposes of this RFQ.

e. Domestic Workforce Utilization: Any points received for the Domestic Workforce Utilization criterion are bonus points in addition to the total points for this RFQ.  The maximum bonus points for this criterion are 3% of the total points for this RFQ. To the extent permitted by the laws and treaties of the United States, each proposal will be scored for its commitment to use domestic workforce in the fulfillment of the contract.  Maximum consideration will be given to those Contractors who will perform the contracted direct labor exclusively within the geographical boundaries of the United States or within the geographical boundaries of a country that is a party to the World Trade Organization Government Procurement Agreement.  Those who propose to perform a portion of the direct labor outside of the United States and not within the geographical boundaries of a party to the World Trade Organization Government Procurement Agreement will receive a correspondingly smaller score for this criterion.  Contractors who seek consideration for this criterion must submit in hardcopy the signed Domestic Workforce Utilization Certification Form in the same sealed envelope with the Technical Submittal. The certification will be included as a contractual obligation when the contract is executed. 

III-4. Contractor Responsibility  
To be responsible, a Contractor must submit a responsive proposal and possess the capability to fully perform the contract requirements in all respects and the integrity and reliability to assure good faith performance of the Project.

In order for a Contractor to be considered responsible for this RFQ and therefore eligible for selection for Best and Final Offers or selection for negotiations: 

a. The total score for the technical submittal of the Contractor’s proposal must be greater than or equal to 70% of the available technical points.
	
b. The Contractor’s financial capability information must demonstrate that the Contractor possesses the financial capability to assure good faith performance of the Project.  The Issuing Office will assess each Contractor’s financial capacity based on industry standard analysis of the Contractor’s financial statements requested with the technical submittal.  This may include:

· Ratio, horizontal or vertical analysis;
· Industry comparison using Dun & Bradstreet’s Key Business Ratios to measure Contractor’s solvency, efficiency and profitability;
· The ratio of the Contractor’s annual sales revenue to the expected annual spend for this Project;
· The percentage of the Contractor’s annual sales revenue attributed to the Commonwealth; and
· The Contractor’s sustainable growth rate.

The Issuing Office reserves the right, in its sole discretion, to reject the proposal of any Contractor who fails to achieve acceptable scores on the Dun & Bradstreet’s Key Business Ratios or has a sustainable growth rate which does not support the addition of the expected annual spend for this Project.  

Further, the Issuing Office will award a purchase order only to a Contractor determined to be responsible in accordance with the most current version of Commonwealth Management Directive 215.9, Contractor Responsibility Program.

III-5. Evaluation  
The Issuing Office has selected a committee of qualified personnel to review and evaluate timely submitted proposals.  Independent of the committee, BMWBO will evaluate the Disadvantaged Business Submittal and provide the Issuing Office with a rating for this component of each proposal.  After taking into consideration all of the evaluation factors, the Issuing Office will determine which proposal offers the best value to the Commonwealth.  The Issuing Office will notify in writing the responsible Contractor selected for negotiations.

PART IV
WORK STATEMENT

IV-1. Objective and Overview

The Department seeks a service provider who will be responsible for the management and daily operations of the Department's IT Help Desk.  The primary, daily hours of operation are M-F, 6:00am to 6:00pm excluding Commonwealth designated Holidays.  The selected Offeror will provide Tier 1 and limited Tier 2 IT Help Desk services to over 21,000 systems users within the Departments of Public Welfare and over 43,000 authorized business partners, and the Department of Aging.

The Department's current IT Help Desk supports Department of Public Welfare systems users and authorized business partners only.  The Department intends to expand the group of supported users to include systems users within the Department of Aging.  This expansion may be done prior to, or during the agreement resulting from this RFQ.

Additionally, the Department may sometime in the future add to the IT Help Desk responsibilities: 1) Responsibility for Password Resets for the Department of Public Welfare, and/or; 2) Responsibility to provide IT Help Desk Services for the Department of Insurance.  A decision on the addition of either of these responsibilities has not been finalized.

A. Department of Public Welfare, including authorized business partners – During the Commonwealth fiscal year of July 2010 through June 2011, the Department's IT Help Desk addressed the following:

Figure 4.1
	Description
	Monthly Average
	Comment

	
	
	

	Inbound Contacts
	4,700
	· Primary method of contact by phone and email
· Ratio of phone contact to email is slightly less than (2) phone for every (1) email
· Monthly average includes abandoned calls


	Outbound Contacts
	1,940
	


	Class I & II Incidents
  (Remedy Tickets)

	1,590
	· Class I & II Incidents require action, assistance and/or problem resolution by the IT Help Desk.  Class I are Department system users, Class II are authorized business partners
· Monthly average excludes the months of August, September & October 2010.  The number of incidents during these months are high due to a large, one-time rollout of new PCs


	Class III Incidents
  (Remedy Tickets)

	90
	· Class III Incidents only require Logging and Closing the call




Refer to Appendix G, DPW IT Help Desk Utilization Statistics for additional information.

B. Department of Aging – During the Commonwealth fiscal year of July 2010 through June 2011, Aging's Help Desk averaged about 195 Class I Incidents (Remedy Tickets) monthly.  Aging anticipates the monthly average will increase to about 220 Class I Incidents by the end of 2011.  There are no inbound/outbound contact statistics or Class III Incidents statistics available for Aging.

C. Department of Insurance – Similar to Aging, Insurance anticipates the monthly average of Class I Incidents to be 220.  There are no inbound/outbound contact statistics or Class III Incidents statistics available for Insurance.

D. DPW Password Resets – The anticipated monthly average of Password Resets = 2,200.  In the event the Department decides to add Password Reset responsibilities to the IT Help Desk, there may also be additional reporting requirements.  Please refer to Part IV-5.

E. Combined – The Projected Monthly Incident Averages shown in figure 4.2 for Class I & II (DPW & Aging) Incidents, and Class III Incidents (DPW) must be used in the Offeror's cost submission.   Figure 4.2 also shows the projected range of monthly incidents.

Figure 4.2
	Description
(Remedy Tickets)
	Projected
Monthly Incident Averages

	Projected Monthly Incident Average Range (+/- 15%)

	

	Use the Following (Annualized) for Project Pricing in the Cost Matrix – Appendix C

	Class I & II Incidents

(DPW & Aging)

	1,810
	1539 to 2082

	Class III Incidents

(DPW)

	90
	77 to 103

	

	The Following are provided for informational use only.  Pricing will be negotiated with the Selected Offeror at the time the Department decides to add either one or both of these items to the IT Help Desk service responsibilities

	Class I Incidents

(Insurance)

	220
	187 to 253

	Class IV Password Resets

(DPW)

	2200
	1870 to 2530



The Department's IT Help Desk fills a critical role as a single point of contact for systems users and authorized business partners requiring assistance to resolve issues/problems ("incidents") with IT related hardware and/or software.  These incidents are most often preventing the individual from completing work assignments or performing daily operational tasks that depend on the use of information technology.  The Department's IT Help Desk is responsible for solving a variety of Tier 1 level incidents and serving as a clearing house from the initial contact through incident resolution by forwarding, tracking, following-up and reporting on incidents requiring Tier 2/3 support services.  The selected Offeror will also provide limited Tier 2 support services.  These services include providing, "how to" support for the  Microsoft® desktop software specified in Appendix H, DPW IT Help Desk Services – Offeror Requirements Questionnaire.  The IT Help Desk may also be required to provide specific, targeted support to a user or group of user's to help the user(s) with a desktop software tool or application developed in a Microsoft® or other standard, commercial off-the-shelf desktop software.  It is anticipated this type of support may be needed 2-3 times per year.

The table in figure 4.3 shows the four (4) tier service levels as defined by the Department.

The agreement resulting from this RFQ under the Master IT Services IT-ITQ contract will not be an exclusive agreement for the Department's IT Help Desk services.  The Department currently utilizes other service providers to manage and operate application specific and other IT Help Desks.  If needed, the Department may enter into other agreements/contracts for IT Help Desk services.  The Department is not required to end current agreements/contracts and reserves the right to enter into new agreements/contracts with Suppliers for these or similar services.  During the life of the agreement resulting from this RFQ, the Department may decide to add/remove systems user groups from the IT Help Desk supported user base and/or add/remove services provided by the IT Help Desk.

At this time, there are no plans in place to enter into other agreements/contracts, change the user base, or change the portfolio of services described in this RFQ.



Figure 4.3 – DPW Definition of Tier Service Levels
	Tier Service Level
	Description

	
	

	Tier 0
	Self-Service
· Intranet / Internet Self-support Functions
· Self-help; Self-diagnosis; or Self-healing tools


	Tier 1
	Business Focus
· Resolve up to 80% of all Service Calls
· Initial Contact for Service Calls – Human Single Point of Contact for all technology-related problems
· Business Focus – Help Customer Leverage Technology to Solve Business Problem
· Manage Call Escalation, Tracking and Resolution
· Basic Hardware, Software and Networking Support
· New Services / Service Updates – (ticket creation and forward ticket)
· Customer Feedback Surveys


	Tier 2
	Technical Focus
· More advanced technical support requiring greater depth of knowledge, more-technical issues or longer time on the phone
· End user “how to” questions
· Business Applications Support
· Non-standard Applications Support
· IT Procurements
· IT needs related to relocations and IT deployments


	Tier 3
	Strategic Service
· Support needs that require work with hardware and software vendors to resolve issues
· Strategic – Focused more on strategic planning and IS infrastructure






IV-2. Task 1 – Orientation / Knowledge Acquisition & Transition

A. Startup Orientation / Knowledge Acquisition & Transition – Orientation / Knowledge Acquisition & Transition refers to the "Transition phase" consisting of the activities that must take place between the effective date of the contract and the date the selected Offeror becomes solely responsible for providing the IT Help Desk Services.

The selected Offeror is required to develop and obtain the Department's approval for an Orientation / Knowledge Acquisition & Transition Plan.  Upon final approval, the Offeror will execute the Orientation / Knowledge Acquisition plan.  The selected Offeror is responsible for completing all activities needed to ensure the IT Help Desk is operational and the staff assigned to provide the services possesses the knowledge and tools necessary to effectively deliver these services in accord with the requirements of the agreement resulting from this RFQ.

The primary objectives for the Transition phase are:

· Ensure successful orientation, knowledge acquisition, transition and operational independence
· Ensure a smooth transition of responsibilities in an orderly manner
· Establish accurate assessments and strong quality assurance measures
· Establish facilities and infrastructure

Transition phase activities will vary depending on whether the incumbent contractor or another service provider is the selected Offeror.  If the incumbent contractor is the selected Offeror, the activities will include changes in operational procedures consistent with the requirements of the agreement resulting from this RFQ, including but not limited to the Service Level Agreement, reporting and pricing structure.  Potentially, the Transition phase may be shortened.  If a non-incumbent contractor is the selected Offeror, there will be a full transition to include a period of knowledge transfer from the incumbent contractor to the selected Offeror.

The selected Offeror is required to develop a plan and complete the Transition phase activities in a timeframe not to exceed two (2) calendar months from the PO start date.

1. Startup Orientation / Knowledge Acquisition & Transition Plan Deliverable – Offerors responding to this RFQ must describe their proposed approach to Orientation / Knowledge Acquisition & Transition activities as part of their proposal including the amount of participation, number and type of Department and Department agent's personnel needed to support Orientation / Knowledge Acquisition & Transition activities.

Within ten (10) business days of receiving written notification of notice to proceed, the selected Offeror must submit to the Department's representative a detailed Startup Orientation / Knowledge Acquisition & Transition Plan.  The Department will review the plan and notify the selected Offeror of any necessary revisions or final acceptance of the plan.  The detailed plan must minimally address:


· The resources required for the Transition phase, including those from:
· the Department, and/or
· the agent of the Department from whom the responsibility for providing the IT Help Desk services will be transitioned, and
· the selected Offeror
· Identify the work plan activities, milestones, objectives and responsibilities on a Gantt Chart
· Activity start and end dates, dependencies and assumptions
· Communications Plan during the Transition Phase
· Risk and Mitigation Plan during the Transition Phase

The selected Offeror is expected to work in a cooperative manner with the incumbent agent of the Department to ensure the selected Offeror's Orientation / Knowledge Acquisition & Transition Plan and plan execution activities are coordinated.  This may require working together to ensure both parties possess a clear understanding of each other's roles, responsibilities, activities and expectations for the Transition phase.

2. Startup Orientation / Knowledge Acquisition & Transition Plan Execution – Upon final review and acceptance by the Department, the selected Offeror will execute the Orientation / Knowledge Acquisition & Transition Plan within the agreed upon timeframe.

In the event the selected Offeror's assigned IT Help Desk staff must receive training on an Agency’s specific application(s), this training will be conducted at a time and location of the Agency’s choosing.

3. Startup Orientation / Knowledge Acquisition & Transition – Offeror Responsibilities.

The selected Offeror must:

· Provide and conduct a well-planned and executed transition of the IT Help Desk services from the agent of the Department to the selected Offeror
· Demonstrate readiness and obtain the Department's approval to take over the operation and management of all IT Help Desk functions from the agent of the Department
· Take over the operation and management of all IT Help Desk functions no later than the end of the agreed upon transition time frame.  This transition of service responsibilities must be planned and managed in an orderly fashion to ensure minimal/no disruption of service


4. Startup Orientation / Knowledge Acquisition & Transition – Required Items

The selected Offeror must:

· Provide a detailed transition work plan describing how the selected Offeror proposes to use the transition period
· Provide the procedures and criteria for ensuring the quality of transferred services including, but not limited to the following items:
· Work materials such as documentation and trouble-shooting scripts
· Measurements to be used to track transition progress and to ensure transition success
· Provide a detailed plan and timetable for transition and final takeover of IT Help Desk  services from the agent of the Department and / or startup of new services
· Provide updates on transition status in status reports no less than every two (2) weeks throughout the transition phase
· Provide a detailed list of problems encountered during transition and status of each problem (to be included with regular status reports)
· Provide a draft and final IT Help Desk Readiness Review Checklist and go/no-go criteria to the Department's representative for review and approval.  The draft checklist must be provided at the mid-point of the transition phase
· Provide an IT Help Desk readiness review report (2) weeks prior to completing the transition phase
· Provide a report on results of final quality check of knowledge acquisition, operational procedures and documentation
· Provide a detailed operational contingency plan to address any startup issues
· Provide a detailed ongoing IT Help Desk operational plan

A. Interim Orientation / Knowledge Acquisition & Transition – Interim Orientation / Knowledge Acquisition & Transition may be required at any time throughout the life of the contract in the event the Department decides to add new systems user groups to the existing systems user base supported by the IT Help Desk.  At such time, the selected Offeror will receive written notification from the Department's representative including a request to develop an Interim Orientation / Knowledge Acquisition & Transition Plan.  The plan must be provided to the Department's representative within the time frame specified in the notification.

The requirements, responsibilities and required items applicable to the Startup Orientation / Knowledge Acquisition & Transition stated in Section IV-2. A. above, are also applicable to the Interim Orientation / Knowledge Acquisition & Transition.



IV-3. Task 2 – IT Help Desk Operational Services and Requirements

The services the selected Offeror must provide include, but not limited to:

· Managing and operating the Department's IT Help Desk
· Resolving Tier 1 incidents
· Recording, tracking and reporting on specific issues for quality control purposes (e.g. during major hardware or software rollouts) that do not require resolution by the IT Help Desk
· Providing Tier 2, "how to" support services for the Microsoft® desktop software specified in Appendix H, DPW IT Help Desk Services – Offeror Requirements Questionnaire.
· Provide specific, targeted support to a user or group of user's to help the user(s) with a desktop software tool or application developed in a Microsoft® or other standard, commercial off-the-shelf desktop software.  It is anticipated this type of support may be needed 2-3 times per year and is most likely following an upgrade to desktop software where a user or user group is experiencing difficulties far beyond those normally associated with an upgrade or following a key staff member retirement / termination.
· Escalating incidents as needed to whom needed

The normal business hours of operation are M-F, 6:00am to 6:00pm excluding Commonwealth Holidays.  On occasion, there may be a need to staff and operate the IT Help Desk on weekends or 24x7.  A mechanism to accept and record incoming calls must be operational anytime the IT Help Desk is not staffed.

The selected Offeror must forward or escalate incidents that are beyond the IT Help Desk's responsibility to resolve to other designated IT support service providers.  These other service providers may be internal to the Department or the Commonwealth, or external service providers.  For these types of incidents, the IT Help Desk will serve as a "clearing house" by forwarding, tracking and following-up with the other IT support service providers as well as the systems user who reported the incident.  The selected Offeror must monitor the incident from the initial contact through satisfactory resolution and provide the affected systems user with periodic updates on the progress being made and anticipated resolution timeframe.  The selected Offeror must strive to achieve a high level of customer satisfaction through effective communication, timeliness and effectiveness of the solution.

A. Technical Submittal:  Offerors should minimally address in their technical submittal all items / questions listed in Appendix I, Work Plan Technical Submittal Items / Questions.

B. Offeror Requirements Questionnaire:  The Offeror must complete the questionnaire in Appendix H, DPW IT Help Desk Services - Offeror Requirements Questionnaire by answering all questions and include the completed questionnaire in the Offeror's proposal under Tab 5: Work Plan.

C. Service Level Agreement (SLA):  The selected Offeror will be bound by a Service Level Agreement (SLA).  The Department is proposing the SLA as shown in Appendix J, Service Level Agreement.  Task 2 – IT Help Desk Operational Services and Requirements shall be defined as the major deliverable for application of IT-ITQ T&Cs Section 52. Liquidated Damages.

Liquidated damages against the current month's invoice for Operational Services and Requirements will be assessed using the following formula:

Each month, the percentage shortfall between the selected Offeror’s actual performance level and the Performance Target stated in Appendix J, Service Level Agreement will be calculated for each Performance Metric.  The percentage shortfalls will be summed and liquidated damages will be assessed when the total percentage shortfall exceeds 5%.  The liquidated damage amount shall be equal to the current month's invoice multiplied by the percentage in excess of 5% up to a maximum of 3%.  The Department will invoice the selected Offeror for the liquidated damage amount which will be deducted from the following month's invoice.

The Department will not provide a bonus or credit to the selected Offeror for meeting or exceeding the SLA.  The Offeror must make SLA supporting compliance metrics available to the Department on a real-time basis.

For pricing purposes, the proposed SLA shown in Appendix J, Service Level Agreement should be considered the minimum SLA the Offeror will need to adhere to in order to be in good standing with the Department.  The Offeror's Cost Submittal will need to reflect this proposed SLA.

Offerors should provide in their proposal any recommendations, objections and/or suggest alternative content for the Department's proposed SLA and assessment methodology for Liquidated damages.  The Department reserves the right to accept or reject any recommendations or alternative content.  The SLA will be finalized during negotiations with the selected Offeror prior to reaching a final agreement.

D. Quality Assurance (QA), Quality Measurement and Trend Analysis:  The selected Offeror must provide a method to monitor the quality of the IT Help Desk Services provided, to identify trends and opportunities for implementation to improve quality.  The selected Offeror will be responsible for developing a process, with the Department's approval, to obtain Customer feedback as a quality measure.  This process may utilize Customer Surveys and other methods proposed by the selected Offeror and approved by the Department.  A Quality Assurance team should be established to oversee all aspects of QA and be provided with the ability to monitor agent calls and suggest improvements / corrective measures when necessary.

Trend analysis must also be provided by the Offeror.  This analysis will be provided in a manner to be approved by the Department.   The IT Help Desk agents must also possess the ability to identify incident trends and report them to the Department representative.

Offerors must define their Quality Assurance, QA trend analysis and customer service quality measurement procedures in their proposal.

E. Value Added Services:  The Offeror should submit in their proposal any value added services the Offeror will provide at no additional cost to the Department.  These services may include but are not limited to system user access to self-help tools, frequently asked questions, on-site services, etc.

F. Phone Requirements:  The selected Offeror must provide two (2) toll free phone numbers.  One toll free number for Department systems users and the other for the authorized Business Partner system users.  Each phone outage occurrence exceeding five (5) minutes must immediately be reported to the Department.  A third toll free phone number will be required in the event the Department decides to add Password Reset responsibilities to the IT Help Desk.

G. Server-to-Server Requirements:  At its own expense, the selected Offeror will be responsible for connecting to the Department's network.

H. Remedy Action Request System: The selected Offeror must utilize the Commonwealth's Office of Administration (OA) Remedy Action Request system to enter incidents and create Tickets to log, and forward incidents reported to the IT Help Desk.  Incidents may also be entered into Remedy by a systems user or from the Tivoli system.  For Tickets created by a systems user, the selected Offeror will receive notification when a systems user ticket is assigned to the IT Help Desk.   Tivoli created Tickets will not require processing by the Help Desk, except as stated in the reporting requirements.

The selected Offeror is responsible for acquiring the necessary licenses for access to the OA Remedy environment by contacting the contract section of the Bureau of Enterprise Strategic Technology Services.  OA Remedy personnel will meet with the selected Offeror to set up the selected Offeror within the OA Remedy environment and will provide any necessary documentation needed at that time.

The selected Offeror is responsible for the setup of any IT Help Desk infrastructure necessary to securely access and use the Commonwealth’s Remedy system.  Periodically, the Commonwealth may upgrade and/or install new releases of the Remedy system.  It is the selected Offeror's responsibility to make any needed revisions and/or upgrades to the IT Help Desk infrastructure, and provide/obtain any staff training necessary to accommodate an upgrade and/or new release of the Remedy System.  This must be accomplished with no detrimental impact on the IT Help Desk client base and performed in a timeframe to accommodate the Commonwealth's upgrade and/or new release install project timeline.

I. Facility:  The selected Offeror is responsible for providing a project site to house staff assigned to the IT Help Desk.

The selected Offeror's responsibilities minimally include:
· Secure, setup, and maintain facilities for all key staff and other proposed contractor staff involved in the day-to-day IT Help Desk operations.
· Provide reasonable access for Commonwealth staff to the selected Offeror‘s facilities and to parking
· Secure and protect facilities and all (hardware, software, documentation and data) IT assets



IV-4. Task 3 – Turnover

A. Final Turnover – Final Turnover refers to the "Turnover phase" consisting of the activities that must take place to turnover IT Help Desk services in an orderly manner from the selected Offeror to the Department and/or an agent of the Department.

1.	Final Turnover Plan – Offerors responding to this RFQ must describe their proposed approach to Turnover activities as part of their proposal.

No less than Six (6) months prior to the expiration of the agreement with the selected Offeror, or within fifteen (15) business days following receipt of written notification from the Department's representative, the selected Offeror must submit to the Department's representative a detailed Final Turnover Plan.  The Department will review the plan and notify the selected Offeror of any necessary revisions or final acceptance of the plan.  The detailed plan must minimally address:

· The resources required for the Turnover phase, including those from the selected Offeror, the Department and/or the agent of the Department who will be taking over responsibility for providing the IT Help Desk services
· Identify the work plan activities, milestones, objectives and responsibilities on a Gantt Chart
· Activity start and end dates, dependencies, assumptions, risks and mitigation strategies
· Technical transition of data, documentation, scripts and operational activities

The agent of the Department who will be taking over responsibility for providing the IT Help Desk services will be required to prepare an Orientation / Knowledge Acquisition & Transition Plan.  The selected Offeror is expected to work in a cooperative manner with the agent to ensure the selected Offeror's Turnover Plan the agent's Orientation / Knowledge Acquisition & Transition Plan and subsequent plan execution activities are well coordinated.  This may require working together to achieve agreed upon revisions to the selected Offeror and/or the agent's plans and working together to ensure both parties possess a clear understanding of each other's roles, responsibilities, activities and expectations for the Turnover phase.

2.	Final Turnover Plan Execution – Upon final review and acceptance by the Department, the selected Offeror will execute the Turnover Plan within the agreed upon timeframe.

3.	Final Turnover – Offeror Responsibilities.

The selected Offeror must:

· Provide and conduct a well-planned and executed turnover of the IT Help Desk services from the selected Offeror to an agent of the Department
· Identify and make available staffing resources to develop the Turnover Plan and provide the Turnover phase services
· Continue to manage and operate the IT Help Desk to provide services throughout the Turnover phase until turnover is complete
· Ensure that systems users of the IT Help Desk services do not experience any adverse impact from the Turnover activities conducted during the Turnover phase

4.	Final Turnover – Required Items.

 The selected Offeror must:

· Documentation:  Provide all Documentation used to support delivery of the IT Help Desk services to appropriate Commonwealth personnel at least four (4) months prior to the expiration of the contract.  Pertinent documentation includes, but not limited to problem resolution scripts and procedures database(s), and operations and training manuals.  Subsequent updates, if any to the documentation must also be provided.
· Status Reports:  Prepare and submit status reports no less than every two (2) weeks to include updated turnover work plan(s) and a summary of outstanding issues and recommended corrective action throughout the Turnover phase
· Turnover Results Report:  Prepare and submit a Turnover Results Report within fifteen (15) business days of completion of the Turnover phase.  This report will document the completion of turnover activities, and will provide status of each high level task and activity performed during the turnover period.  The report will highlight how each of the objectives stated in the Turnover Plan have been achieved and the resolution of issues identified and prioritized during the turnover process.

Turnover will not be considered complete and final payment under the contract will not be made until the Turnover Results Report is received and approved by the Department.

B. Interim Turnover – Interim Turnover deliverable(s) may be required at any time throughout the life of the contract in the event the Department decides to remove systems user groups from the IT Help Desk user base and/or remove specific support responsibilities from the IT Help Desk and transfer them to an agent of the Department.  At such time, the selected Offeror will receive written notification from the Department's representative including a request to develop an Interim Turnover Plan.  The plan must be provided to the Department's representative within the time frame specified in the notification.



IV-5. Task 4 – Reports and Scope of Work Control Requirements

The selected Offeror will be responsible for providing predefined operational reports as scheduled (weekly, monthly, quarterly and annually).  The selected Offeror will provide and be responsible for writing any and all ad-hoc queries requested by the Department.

The Offeror's proposed reporting formats and report content will be reviewed and revisions may be required prior to final approval and acceptance by the Department.  Revisions to the reports may be required at any time by the Department throughout the life of the agreement.  All reports must include information sufficient to identify the report, the time period covered and provided in the Department's then current standard version of Microsoft Excel (currently Excel 2007).  Minimally, the following scheduled, predefined reports must be provided:

A. Weekly Aged Incident Report:  The selected Offeror shall submit to the Department a Weekly Aged Incident Report by noon of the 1st business day (by noon on Monday for most weeks) following the reportable week.  The report must minimally include the following:

1. Each Incident/Ticket that has been open for more than 24 hours as of the time the report is generated, the Ticket source (User name/Tivoli), date & time the incident was opened, current status, and action steps planned to achieve closure.
2. Each Incident/Ticket (open or closed) that did not meet a performance measure with an explanation of the circumstances, the performance measure(s) not met, reason why the performance measure was not met and action steps planned to avoid a future recurrence.

B. Monthly Reports: The selected Offeror shall submit to the Department the following monthly reports by the 5th business day following the reportable month.  Each report shall include IT Help Desk contact and incident ("ticket") statistics, SLA performance metrics, observations, trends,  recommendations for improvement (including recommendations to reduce/eliminate repeat incident trends), and summaries of IT Help Desk services for the reportable month.

1. Contacts and Automated Call Distribution (ACD) Statistics Monthly Report, including
· Total number of inbound calls (including calls answered and calls abandoned)
· Average time to answer and average talk time
· Average time before a call is abandoned
· Number and percentage of calls directly answered
· Number and percentage of calls that went to the queue and average queue time
· Number of voice mail inquiries and average time to respond
· Number of e-mail inquiries and average time to respond (if applicable)
· Number of any other methods of inquiry and average time to respond
· Queue times vs. Call Volume and Ticket Volume
· Call statistics by hour, day and week
· Average Call statistics by day of the week


2. Number of tickets closed and average duration by the Remedy category, type and item (CTI).
3. Number of tickets in open status as of the date of the report, and the average time a case remains open in the Remedy CTI.
4. Customer satisfaction survey statistics.
5. Additional reports may be requested in consultation with the selected Offeror

C. Quarterly Report: The selected Offeror shall submit to the Department a quarterly report by the 15th of the following month (i.e. Apr 15th, Jul 15th, Oct 15th, and Jan 15th) for the previous calendar quarter reporting period.   Each report shall include IT Help Desk contact and incident ("ticket") statistics, SLA performance measures, observations, trends,  recommendations for improvement (including recommendations to reduce/eliminate repeat incident trends), and summaries of IT Help Desk services for the reportable quarter.

D. Annual Report: The selected Offeror shall submit to the Department an annual report by July 31st covering the prior Commonwealth fiscal year that ended on June 30th.  The Commonwealth's fiscal year runs from July 1st to June 30th.  The report shall include IT Help Desk contact and incident ("ticket") statistics, observations, trends, recommendations for improvement (including recommendations to reduce/eliminate repeat incident trends), summaries and SLA performance metrics of IT Help Desk services for the year.  In the event the agreement resulting from this RFQ with the selected Offeror is terminated prior to June 30th, the selected Offeror shall submit a final, annual report for the period covering July 1st through the last day of the terminated agreement within thirty (30) calendar days of the date of termination.

E. Security / Password Reset Audit Reporting:  In the event, and at such time as the Department decides to add  Password Resets responsibility to the IT Help Desk services, additional operational reporting may be required to comply with Department and IRS guidelines for security and audit requirements.  The selected Offeror must adhere to all IRS security guidelines, policies and reporting required by the Department for compliancy.

F. IT System User Communication:  The selected Offeror will be responsible to draft for the Department's use, IT System User Communications upon receiving a written request from the Department.  This will be used for the purpose of communicating topics relating to the IT Help Desk services.

G. Meetings: The selected Offeror must be available to meet with the Department's representatives as requested by the Department.  Meeting locations will be determined by the Department and may include the IT Help Desk facility where the selected Offeror has setup the Help Desk operations for the Department.  This requirement may include the establishment of regularly scheduled meetings on a recurring basis.




IV-6. IT Standards and Policies

The selected Offeror is required to comply with Management Directive MD 205.34, Commonwealth of PA IT Acceptable Use Policy located at:

http://www.portal.state.pa.us/portal/server.pt/community/management_directives/711/management_administrative_support_%28205-260%29/208571

The selected Offeror is required to comply with the Department's Information Resource Management (IRM) Standards and Policies as revised.  The selected Offeror must become familiar with the applicable Standards and Policies, and incorporate them into the IT Help Desk operational processes, as well as for appropriate reference/citation in handling incidents.  The following representative Standards and Policies are included as appendices to this RFQ, however they represent only a portion of the Department's IRM Standards and Policies.

A. Appendix K, ADA Software used in DPW – Describes the categories of American with Disabilities Act (ADA), type of ADA software currently used by DPW employees and a list of ADA software the Department will support for all future ADA requests.

B. Appendix L, DPW IT Security Incident Reporting – Describes the reporting requirement for lost/stolen IT assets.

C. Appendix N, DPW IT Environment Summary – Serves as an introduction to the information technology environment at DPW for information technology contractors and vendors that might work with DPW.  The selected Offeror must minimally be aware of all components in the DPW IT Environment and possess sufficient knowledge to provide IT Help Desk services for those components currently utilized by DPW, DPW Business Partner, Aging and Insurance.  This document is in the process of being updated.



IV-7. Disadvantaged Business Participation and Enterprise Zone Small Business Participation – Contract Requirements

All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must also include a provision requiring the selected contractor to meet and maintain those commitments made to Disadvantaged Businesses and/or Enterprise Zone Small Businesses at the time of proposal submittal or contract negotiation, unless a change in the commitment is approved by the BMWBO.  All contracts containing Disadvantaged Business participation and/or Enterprise Zone Small Business participation must include a provision requiring Small Disadvantaged Business subcontractors, Enterprise Zone Small Business subcontractors and Small Disadvantaged Businesses or Enterprise Zone Small Businesses in a joint venture to perform at least 50% of the subcontract or Small Disadvantaged Business/Enterprise Zone Small Business participation portion of the joint venture.

The selected Contractor’s commitments to Disadvantaged Businesses and/or Enterprise Zone Small Businesses made at the time of proposal submittal or during negotiations shall be maintained throughout the term of the Project and through any renewal or extension of the purchase order.  Any proposed change must be submitted to BMWBO, which will make a recommendation to the Contracting Officer regarding a course of action.

If a contract or purchase order is assigned to another Contractor, the new Contractor must maintain the Disadvantaged Business participation and/or Enterprise Zone Small Business participation of the original purchase order.

The selected Contractor shall complete the Prime Contractor’s Quarterly Utilization Report (or similar type document containing the same information) and submit it to the  Issuing Office and BMWBO within 10 workdays at the end of each quarter the contract is in force.  This information will be used to determine the actual dollar amount paid to Small Disadvantaged Business and/or Enterprise Zone Small Business subcontractors and suppliers, and Small Disadvantaged Business and/or Enterprise Zone Small Business participants involved in joint ventures.  Also, this information will serve as a record of fulfillment of the commitment the selected contractor made and for which it received Disadvantaged Business and Enterprise Zone Small Business points.  If there was no activity during the quarter then the form must be completed by stating “No activity in this quarter.”

NOTE: EQUAL EMPLOYMENT OPPORTUNITY AND CONTRACT COMPLIANCE STATEMENTS REFERRING TO COMPANY EQUAL EMPLOYMENT OPPORTUNITY POLICIES OR PAST CONTRACT COMPLIANCE PRACTICES DO NOT CONSTITUTE PROOF OF DISADVANTAGED BUSINESSES STATUS OR ENTITLE A CONTRACTOR TO RECEIVE CREDIT FOR DISADVANTAGED BUSINESSES UTILIZATION.

APPENDIX A - PROPOSAL COVER SHEET
COMMONWEALTH OF PENNSYLVANIA
Department of Public Welfare
RFQ# 6100021599

Submittals are for the proposal of the Contractor identified below for the above-referenced RFQ:  


	Contractor Information

	Contractor Name
	

	Contractor Mailing Address
	

	Contractor Website
	

	Contractor Contact Person
	

	Contact Person’s Phone Number
	

	Contact Person’s Facsimile Number
	

	Contact Person’s Email Address
	

	Contractor Federal ID Number
	





	Submittals Enclosed and Separately Sealed

	[bookmark: Check1]|_|
	Technical Submittal

	[bookmark: Check2]|_|
	Disadvantaged Business Submittal

	[bookmark: Check3]|_|
	Cost Submittal





	Signature

	Signature of an official authorized to bind the Contractor to the provisions contained in the Contractor’s proposal:

	Printed Name
	

	Title
	









APPENDIX B - DOMESTIC WORKFORCE UTILIZATION CERTIFICATION

To the extent permitted by the laws and treaties of the United States, this certification will be used by the Agency in making a best value selection for each particular assignment. Each quote will be evaluated for its commitment to use the domestic workforce in the fulfillment of the contract.  Maximum consideration will be given to those suppliers who will perform the contracted direct labor exclusively within the geographical boundaries of the United States or within the geographical boundaries of a country that is a party to the World Trade Organization Government Procurement Agreement.  Those who propose to perform a portion of the direct labor outside of the United States and not within the geographical boundaries of a party to the World Trade Organization Government Procurement Agreement will receive a correspondingly smaller score for this criterion.  In order to be eligible for any consideration for this criterion, suppliers must complete and sign the following certification.  This certification will be included as a contractual obligation when the contract is executed.  Failure to complete and sign this certification will result in no consideration being given to the supplier for this criterion.

I, [title] of [name of Contractor] a [place of incorporation] corporation or other legal entity, (“Contractor”) located at [address], having a Social Security or Federal Identification Number of [number], do hereby certify and represent to the Commonwealth of Pennsylvania ("Commonwealth") (Check one of the boxes below):

|_|  All of the direct labor performed within the scope of services under the contract will be performed exclusively within the geographical boundaries of the United States or one of the following countries that is a party to the World Trade Organization Government Procurement Agreement:  Aruba, Austria, Belgium, Bulgaria, Canada, Chinese Taipei, Cyprus, Czech Republic, Denmark, Estonia, Finland, France, Germany, Greece, Hong Kong, Hungary, Iceland, Ireland, Israel, Italy, Japan, Korea, Latvia, Liechtenstein, Lithuania, Luxemburg, Malta, the Netherlands, Norway, Poland, Portugal, Romania, Singapore, Slovak Republic, Slovenia, Spain, Sweden, Switzerland, and the United Kingdom

OR 

|_|  [number (example - One Hundred)] percent [percentage (example - 100%)] of the direct labor performed within the scope of services under the contract will be performed within the geographical boundaries of the United States or within the geographical boundaries of one of the countries listed above that is a party to the World Trade Organization Government Procurement Agreement.  Please identify the direct labor performed under the contract that will be performed outside the United States and not within the geographical boundaries of a party to the World Trade Organization Government Procurement Agreement and identify the country where the direct labor will be performed: [Use additional sheets if necessary]

The Department of General Services [or other purchasing agency] shall treat any misstatement as fraudulent concealment of the true facts punishable under Section 4904 of the Pennsylvania Crimes Code, Title 18, of Pa. Consolidated Statutes.


Attest or Witness:					
							Corporate or Legal Entity's Name

		
Signature/Date						Signature/Date

			
Printed Name/Title					Printed Name/Title
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