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 Section A:
RFP Process and Procedure

1.0
Introduction

The purpose of this RFP and any resulting contract award is to solicit proposals for implementing an enterprise system monitoring solution for the CCDHB ICT infrastructure. 
The CCDHB ICT infrastructure is continually growing & changing to meet CCDHB requirements, adding complexity to the management of networks, servers, databases, operating systems & applications.    The end result is that ICT engineers do not have full visibility and up to the minute information of critical systems, to identify failure points and take automated corrective action.  So as the ICT infrastructure gets more complex, the few experts that are available get pulled into more troubleshooting and fire fighting activities which means they have less time for new venture and more productive tasks.

The CCDHB is constantly relying on computers, networks, applications and databases to ensure the hospitals are operating efficiently.  Should any of these resources fail unexpectedly; the impact can be severe due to the nature of the business.

The CCDHB is therefore looking for a solution to provide a proactive and more responsive approach to ICT infrastructure management.   
This request is for a close-ended contract between the awarded Vendor and the CCDHB to furnish a pre-determined quantity of a goods or services during a specified period of time. 
Health Intelligence (HIQ) is a representative of the CCDHB for all goods and services specified in this RFP.
1.02
Objectives of the RFP

The objective/s of the RFP is to select an enterprise system monitoring solution that allows the following:

· Facilitate management of service level agreements, including automation of SLA reporting.

· Allow CCDHB ICT operations to shift from reactive mode to a stable, proactive and predictive state by enabling ICT process automation.

· Minimise Hospital downtime by focusing event response where the hospital is affected e.g. event monitoring of critical applications including VOIP.

· Reduce the mean time to resolve incidents by resolving problems with intelligent diagnostics.  The end result is reduced operational costs, as the time to restore critical functions is decreased.

· Facilitate the Capacity planning process by performing trend analysis to enhance the quality of the end user experience and meet changing requirements of the CCDHB.

· Facilitate on-going performance management of the virtualized infrastructure in the new data centre.
· Meet all or most of the CCDHB business requirements, based on competitive pricing to reduce the total cost of ownership of the solution.

1.1 Enquiries

Address all enquiries to:


Reno Verde

 


Ph:  021 663476

Cell phone 021 663476

HIQ (Health Intelligence)

Private Bag 7902 

Wellington
Email
reno.verde@hiq.net.nz
All communications with CCDHB concerning this RFP must be conducted through Reno Verde, or as otherwise advised, as the appointed co-ordinator for CCDHB, for all matters pertaining to this RFP.

Vendors must not approach any staff member or employee of CCDHB and or HIQ (Health Intelligence), other than the authorised co-ordinator, about any aspect of this RFP.  Any vendors who either directly or indirectly makes any such approach may be disqualified.  

Any requests for clarification or additional information should be emailed to Reno Verde at the above email address.  

If any general clarification and/or changes to the RFP are required, the appointed co-ordinator will issue these by way of a written amendment, which will be forwarded to each vendor.  All amendment notices will become part of the RFP.  

Vendors may be asked to revise or clarify their RFP or provide additional information during the RFP process.  These requests will require immediate action and must be responded to in writing within two days or as specified, otherwise CCDHB reserves the right to exclude the RFP.  

1.2
Description of RFP Procedure
The RFP will close at the office of Health Intelligence, Private Bag 7902, Wellington, at 12 noon on Monday, 20 April, 2009.  

Three copies of the proposal and any supporting published material shall be addressed to:

CCDHB Enterprise System Monitoring RFP

Reno Verde
C/- Health Intelligence,

Private Bag 7902,

Wellington
and marked on the outside left corner of the sealed envelope: “CCDHB Enterprise System Monitoring RFP.  ”

The receipt of the paper and electronic copies will be acknowledged by email.  Proposals sent by facsimile or e-mail will not be accepted.  You should ensure your proposal is placed in the proposal box before the closing date and time.  CCDHB’s policy is not to evaluate late proposals.

1.3
Key Schedule of Dates and Major Events

The key dates planned for the RFP are:

RFP distributed to Enterprise System Monitoring Vendors:
Friday, 27 March 2009
RFP closes:



Monday, 20 April 2009, 12 noon

Evaluation & weighting of Proposals 



Thursday, 23 April 2009
Vendors notified of initial outcome: 



Monday, 11 May 2009
Either they have been short listed,



they have not been selected, 

or further evaluation is required.   


At this point short listed Vendors may be asked to present the proposal and supply a demonstration machine for evaluation and a meeting of CCDHB staff will be held.

Final decision on preferential vendor/s



Monday, 18 May 2009
Agreements finalised & signed



Monday, 25 May 2009
(Note an SLA is required by CCDHB for support, & delivery).  

The schedule dates will be adjusted if essential implementation schedules or other circumstances require us to alter timeframes.  The timetable may be subject to change at the sole discretion of CCDHB.  

1.4
Preparation and Submission of Proposals

Responses will provide important information used in the evaluation process.  Therefore, vendors are advised to be as complete as possible in the preparation and submission of their RFP.  Failure to provide complete, comprehensive responses to the standard information that has been requested with all proposals may disqualify a proposal from further consideration.  

The prospective vendor should:

· Read the RFP;

· Enter into a dialogue with authorised co-ordinator in order to clarify any details;

· Supply CCDHB with a proposal which covers its requirements by Monday, 20 April 2009, 12 noon
CCDHB will then:

· Score each Enterprise System Monitoring Vendor against the criteria in section 1.6.1 and any other important criteria which become apparent during the process, using evidence provided by the Enterprise System Management Vendor;

· Enter into more detailed dialogue with one or more short listed vendor(s);

· May ask short listed vendor(s) to present the proposal to CCDHB 

· Choose a preferred vendor and sign the contract/s.  
1.5
Proposal Pricing Currency
All prices proposed must be in New Zealand Dollars and exclusive of GST.  

1. 6
Evaluation Process

Proposals will be assessed on the basis of the following criteria.  Each criterion will be rated from 0 to 5 (5 being the best score from a CCDHB perspective) and a weighting applied to provide a total for each proposal.  CCDHB reserves the right to review the criteria process during the RFP process but will inform Vendors of any changes. Evaluation criteria includes, but not limited to criteria specified in section 1.6.1
1.6.1 Criteria Weighting

Enterprise System Management Vendor must provide evidence to enable the CCDHB to produce a score for each criterion. 

Score 0 = Criteria not even partially met

Score 1 = Criteria partially met

Score 3 = Criteria mostly met

Score 5 = Criteria met in full with certainty

	Criteria
	Description
	Weighting

	(1) Vendor Operational Quality, Relationship & Viability 
	System Management organisation, staffing, reputation (ascertained by reference checks & or established clients providing references), and experience.
Quality of the account management, structure and technical support.
Organisational Capability.
Understanding of CCDHB requirements.

Quality of responses in RFP.
	5%

	(2) Look & Feel Requirements
 
	Section C 3.1.1 Business Requirements 
	5%


	(3) Hardware Monitoring
	Section C 3.1.2 Business Requirements
	5%

	(4) Network Monitoring
	Section C 3.1.3 Business Requirements
	5%

	(5) Operating System Monitoring 

	Section C 3.1.4 Business Requirements
	5%

	(6) Application Monitoring
	Section C 3.1.5 Business Requirements
	15%

	(7) Security Monitoring
	Section C 3.1.6 Business Requirements
	5%

	(8) VOIP Monitoring
	Section C 3.1.7 Business Requirements
	15%

	(9) Alerts Requirements
	Section C 3.1.8 Business Requirements
	5%

	(10) Reporting & Trend Analysis
	Section C 3.1.9 Business Requirements
	5%

	(11) General Requirements
	Section C 3.1.10 Business Requirements
	5%

	(12) Vendor Services Requirements
	Section C 3.1.11 Business Requirements
	5%

	(13) Cost (including any per agent or device fee if applicable)
	Appendix II – Selection Criteria
	15%

	(14) Maintenance & Support  
	Appendix II – Selection Criteria
	5%

	TOTAL
	
	100%


1.7
General Conditions

1.7.1 Reserved Rights

CCDHB reserves the right to:

· Reject any or all RFP’s and not necessarily to accept the lowest priced proposal;

· Re-advertise the RFP;

· Waive any irregularities or informalities in the RFP process;

· Amend the closing date, the acceptance date or any other date in the RFP by the issue of a written amendment notice;
· Amend this RFP, or any associated documents, by the issue of a written amendment notice;

· Seek clarification of RFP;

· Suspend or cancel, in whole or part, this RFP process;

· Consider or reject any non-conforming proposal, at CCDHB’s sole discretion;

· Enter into discussions and/or negotiations with any one or more Vendors at any time and upon any terms and conditions;

· Amend the closing date, the acceptance date or any other date in the RFP process by the issue of a written amendment notice

· Award contracts for all or part of any combination of parts of the services and to one or more proposers

· Individually select all or part or reject all proposals.

CCDHB will not be bound to give any reasons for decisions made as a result of this RFP or as an outcome of proposal evaluation.

This RFP is governed by New Zealand law and the New Zealand courts have non-exclusive jurisdiction as to all matters relating to this RFP.

1.7. 2
No Contract

The receipt by CCDHB of any proposal from an Enterprise System Management Vendor will not constitute a binding agreement between the Enterprise System Management Vendor and CCDHB.  

1.7. 3
No Warranties or Representations Provided

No warranties or representations are given or implied regarding information provided by CCDHB.  

Vendors must examine this RFP and make all other investigations considered necessary, including the provision of information provided by CCDHB in relation to this RFP, before submitting their proposal.  

All information supplied by CCDHB in relation to this RFP is released on the following basis:

· To provide background information only.  

· CCDHB makes no representation or warranty as to accuracy, completeness and correctness of such information.  

· Vendors rely on all information provided by or implied by CCDHB at their own risk.  

· The information will not form part of any subsequent contract documents other than as specified in this RFP.  

1.7. 4
Information Complete and Accurate

· All information provided by vendors in their proposal is warranted to be complete and accurate in all material respects.  

· Vendors also warrant to CCDHB that the provision of information to CCDHB, and the use of it by CCDHB for the evaluation of RFP and for the negotiation of any resulting contractual agreement, will not breach any third party intellectual property rights.  

· Vendors will be responsible for verifying the accuracy and adequacy of information supplied by or on behalf of CCDHB.  

· CCDHB is under no obligation to check any proposal for errors.  

1.7. 5
Privacy Act

Information held by CCDHB
The Vendors and the RFP’s personnel have a right of access to personal information about them held by CCDHB.  They may request correction of that information and may require that the request be stored with that information.  

Verification and credit check

Vendors acknowledge that by submitting their Proposal, they are also authorising CCDHB pursuant to Sub Clause 2 of Principle 2 of Section 6 of the Privacy Act 1993 to:

1. Verify with any third party any information included in their Proposal or disclosed to CCDHB in connection with their Proposal.  

2. Carry out a credit check on the vendors.  

1.7. 6
Confidentiality
The information supplied by CCDHB, either itself or through its consultants or advisers, and any contract made / negotiated in connection with this RFP, is confidential.  

Vendors must not release or disclose any of this information to any other person other than your employees or advisers without prior written consent of the CCDHB’s ICT Director.

Information about CCDHB included in this request is to be used only for the purpose of preparing a proposal for supply of an enterprise system monitoring solution & support to CCDHB.  
Before releasing any confidential or commercially sensitive information to the Vendors, CCDHB may require the vendors to sign a confidentiality deed.  

CCDHB undertakes to respect the confidentiality of information supplied to it in response to this request.  Any information supplied to CCDHB will be used solely for the purpose of selecting a preferential vendor(s) and will be communicated only to those involved in the selection process, except with the prior consent of the vendor, or if disclosure is required by law e.g. the Official Information Act 1982.

Proposals shall be retained by CCDHB.

1.7. 7
Disclosure Concerning Conflict of Interest

Vendors are to disclose their awareness of any potential conflict of interest between their firm and any CCDHB staff member or employee involved with this RFP, and provide the necessary details.  

1. 7. 8
Advertisements

No advertisement relating to the RFP or any resultant contract shall be published in any newspaper, magazine, journal or other advertising medium, or broadcast / disseminated by radio, television or other electronic media without the prior written approval of CCDHB.  

1.7. 9
Proposal and Contract Costs

Vendors must pay their own costs of submitting their proposal, including but not limited to any costs relating to:

3. Preparation and delivery of their proposal.  

4. Any communication or negotiation with CCDHB.

5. Any legal, accounting or engineering requirements

6. Any presentations to CCDHB or facilitation of reference site inspections by CCDHB.  

7. Preparation, negotiation and management of the contract.
1.7.10
Evaluation Process

Each RFP will be assessed against the vendor’s capability to perform the services and the strengths of their proposed solution before consideration is given to assessing value for money.  The team assessing the RFP reserves the right to use independent expertise from outside CCDHB to assist with evaluation.  

1.7. 11
Communication of Outcomes

Both successful and unsuccessful vendors will be notified in writing to the address provided in their proposal a response of the outcomes of this RFP.  

Upon the acceptance by CCDHB of a successful RFP’s offer a contract shall be formed between the parties on the basis of the proposal documents, including all agreed changes.  

Any successful vendors will be required to execute a contract in accordance with the RFP and an SLA with the CCDHB for support and service.

1.7.12
Short Listing and Negotiation

Where there is a decision to shortlist and proceed to negotiation, the short listed vendors(s) will be notified of their preferred status and the expected timeframe for negotiations.  

Other vendors will be notified either that:

· Their RFP have been unsuccessful, or

· That their RFP are short listed but not preferred.  In this case, the vendors will be asked to confirm that their proposal remains open for an agreed period of time.  

Any failure to reach agreement between CCDHB’s preferential vendors(s) might result in a re-evaluation of other short listed participants.  Contract negotiation would then commence with the vendors(s) selected from this re-evaluation.  

This process will be repeated until a successful vendor is accepted or until CCDHB elects to abort the RFP process.  

This provision does not in any way bind CCDHB to shortlist and negotiate.  

1.7.13
Ownership / Return of Proposals

The original copies of all RFP submitted will become and remain the property of the CCDHB, unless otherwise agreed.  

1.7.14
Termination Provisions

In consideration for the opportunity to respond to this RFP vendors agree to waive any termination costs for existing contracts with any CCDHB partner that would otherwise apply should they be not successful in a portion of this RFP.

1. 8
Term of Contract

It is intended that any contract formed as a result of this RFP will run for one year with annual reviews.  There will be annual reviews of pricing & specifications, to ensure they are current and competitive.  Reviews will also be undertaken to ensure the CCDHB is receiving the service and support set out in the SLA.   If CCDHB is not receiving the support agreed to in the SLA, CCDHB will have the option of exiting any contract entered into as a result of this RFP.  If CCDHB is not happy with the pricing and performance of the vendor and no solution can be found satisfactory to CCDHB, CCDHB reserves the right to enter into mediation or exit from any agreement/s.  

1.8.1 Other DHB’s 
1.8.1.1 National DHB Purchasing

You acknowledge that as part of the national group of DHB’s, we may purchase goods as part of a joint buying arrangement with other DHB’s.  Should an Enterprise system monitoring solution be proposaled by DHBNZ in the future then you will allow us to be able to participate in that process. Notwithstanding any other provisions of this Agreement or RFP, we may provide the other DHB’s with any information held by us regarding the Goods supplied under this agreement, including, but not limited to, price and quantities purchased. You acknowledge that you will offer other DHB’s the same conditions as part of your offer to this RFP.
Section B:
Information Required from Vendors

2.1 Instructions

In your proposal you are required to answer each question in this section using the same numbering schema.  
2.2 Proposal validity period

Every proposal will be a continuing offer and irrevocable until the expiry of 12 calendar months from the proposal close date or such later date as we may agree on.

You should provide other comment and detail where required.  

Vendors may choose their own reply format for other information they choose to provide in terms of this RFP, but please complete and forward your proposal under cover of the attached Proposal Form.  

2.3 Format of RFP Responses

All responses must include the following standard details:

· Executive summary which includes:

· Overview of your proposal to provide the services described in this RFP.

· A summary of the major benefits CCDHB would gain from accepting your proposal.

· Overview of your capability to provide the service

· Confirmation your proposal covers all the requirements of this RFP or identifies those areas not covered in your proposal

· Confirmation of willingness to negotiate terms of business, which fairly reflect the requirements of both parties. 
· A detailed budget of all costs (GST exclusive) associated with establishing and delivering the service. Vendor must describe whether licensing fees apply to a disaster recovery site and detail all costs if any.
· A company profile which includes:

	Company name and address:
	

	Contact name:
	

	Telephone number(s):
	

	Facsimile number:
	

	email address:
	


· For each sub-contractor, provide a profile which includes:

	Company name and address:
	


· Statement of requirement - Vendors are required to respond to Business Requirements contained in Section C. 
· Reference Sites - A list of reference sites of similar sized organisations (preferably Health organisations) using your services and support.  A client contact name, position, telephone number and e-mail address (where applicable) must be provided for all reference sites.  

· Organisational capability -  Complete details in Appendix I.
2.4 Industry Information

Vendors may attach industry information to support their proposal, but this must be attached as Appendices to the proposal

RFP form to be completed by Vendors:

CCDHB Enterprise System Monitoring RFP

I/We attach our completed proposal to supply the above services in accordance with your RFP:

CCDHB,

c/o Health Intelligence,

Private Bag 7902, Wellington
Enterprise System Monitoring RFP

Our RFP responds to Sections A, B, C and Appendix I of this document.  

My/Our RFP is submitted with this RFP Form.  

I/We confirm that we have read, understood and complied with all conditions as set out in your RFP.  

I/We acknowledge that our proposal remains open for acceptance until_________________
Vendors(s):
_________________________________________________________
Dated:
_________________________________________________________

Signature(s):
_________________________________________________________

In the capacity of:
________________________________________________________
Section C:
Requirements

3. 1
Business Requirements

Please provide responses to each of the business requirements and any other solutions that are believed to deliver added value to the relationship. 

3.1.1
Look & Feel Requirements
	ID
	Description
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	Look and Feel
	√
	√
	√
	√
	

	SysM.R01
	The system console should be web based.

	desirable
	
	
	
	
	

	SysM.R02
	The system must have a customisable interface to meet the needs of the user/group (i.e. the ability to create different views based on login/profile).

	essential
	
	
	
	
	

	SysM.R03
	The system must provide a centralised management console with dashboard.
	essential
	
	
	
	
	

	SysM.R04
	The system must provide the ability to customise the dashboard screen for each profile, showing as much relevant information as possible on one screen. 
	essential
	
	
	
	
	

	SysM.R05
	The system must provide the ability to enforce security based on user login (i.e. some user profiles will have the ability to make configuration changes, run particular reports, etc.).
	essential
	
	
	
	
	

	SysM.R06
	The system should utilise drag and drop functionality.
	desirable
	
	
	
	
	

	SysM.R07
	The system must provide customisable templates so that custom changes to the system can be saved and re-applied if required.
	essential
	
	
	
	
	

	SysM.R08
	The system should provide online help as well as the ability to store CCDHB’s own internal help information.
	desirable
	
	
	
	
	

	SysM.R09
	The system should provide the ability to select a service from the main 'dashboard' & drill down into components of that service.  E.g., the service on the main dashboard might be 'Email', the user could then drill down into the email gateway, exchange service, or server components of the email service.
	desirable
	
	
	
	
	


3.1.2
Hardware Monitoring Requirements
	Hardware Monitoring
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R10
	The system should provide a geographical map showing the location of key devices with the ability to drill down (e.g. rack view).  
	desirable
	
	
	
	
	

	SysM.R11
	The system must provide a view of the health of the entire network on one central screen enabling support staff to determine whether the network is handling the volume of traffic without impacting levels of service.
	essential
	
	
	
	
	

	SysM.R12
	The system must be able to monitor/integrate with data centre environmental appliances e.g. APC/Emmerson.
	essential
	
	
	
	
	

	SysM.R13
	The system must provide the ability to exclude devices from being monitored/reported on.  For example, downtime of test servers would not be included in SLA monitoring and reporting.
	essential
	
	
	
	
	

	SysM.R14
	The system must support SNMP versions 1, 2 and 3.
	essential
	
	
	
	
	

	SysM.R15
	The system must be able to monitor any devices for which a MIB is available.
	essential
	
	
	
	
	

	SysM.R16
	The system must provide the ability to set alert thresholds (for CPU, memory, disk space, services) on each server individually.
	essential
	
	
	
	
	

	SysM.R17
	The system must provide the ability to profile servers – i.e. performance profiler which would analyse a system over time to determine what the normal characteristics of that system are.
	essential
	
	
	
	
	

	SysM.R18
	The system must be able to establish parent-child relationships between devices.
	essential
	
	
	
	
	

	SysM.R19
	The system must be able to monitor hardware utilisation of all hardware regardless of the vendor.
	essential
	
	
	
	
	

	SysM.R20
	The system should be aware of and understand host/guest relationships.
	desirable
	
	
	
	
	

	SysM.R21
	The system may provide a CMDB/allow integration with an existing CMDB.  Integration shall be provided using industry standard, methods & protocols e.g. DMTF std.
	desirable
	
	
	
	
	


3.1.3
Network Monitoring Requirements
	Network Monitoring
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R22
	The system must be able to monitor all traffic on the network including the application layer.  Must also assess network as a whole.
	essential
	
	
	
	
	

	SysM.R23
	The system must be able to monitor the status of all network equipment.
	essential
	
	
	
	
	

	SysM.R24
	The system must integrate with CiscoWorks bi-directionally.  Integration shall be provided using industry standard methods and protocols.
	essential
	
	
	
	
	

	SysM.R25
	The system must be able to provide real-time and historic network statistics.
	essential
	
	
	
	
	

	SysM.R26
	The system should be able to monitor network shaping.
	desirable
	
	
	
	
	

	SysM.R27
	The system must provide baseline performance metrics to monitor network performance.
	essential
	
	
	
	
	

	SysM.R28
	The system must be able to correlate or follow a transaction in a multi-server application.  Since most services are multi-tiered, with inter-dependencies within applications and network devices supporting the service, correlation must be performed across the different tiers of the infrastructure. Correlation must be done by defining rules.
	essential
	
	
	
	
	

	SysM.R29
	The system must be able to monitor CISCO devices. 
	essential
	
	
	
	
	

	SysM.R30
	The system should be able to monitor the number of connections to the network at any given time.
	desirable
	
	
	
	
	

	SysM.R31
	The system must provide the ability to configure a view that clearly shows the current status of the network and any alerts.
	essential
	
	
	
	
	

	SysM.R32
	The system must log all network activity but be able to configure what data is sent to support analyst (i.e. when to send alerts).
	essential
	
	
	
	
	


	Network Monitoring (continued)
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R33
	Network alerts must list all parts of the network that could be/are affected by this issue.


	essential
	
	
	
	
	

	SysM.R34
	The system must provide protocol analysis.

	essential
	
	
	
	
	

	SysM.R35
	The system must be able to monitor Quality of Service (QOS) on the network.


	essential
	
	
	
	
	

	SysM.R36
	The system should be able to perform analysis on encrypted traffic.


	desirable
	
	
	
	
	

	SysM.R37
	The system must be able to monitor wireless networks.


	essential
	
	
	
	
	


3.1.4
OS Monitoring Requirements
	OS Monitoring
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R38
	The system must be able to monitor Unix, Linux, Windows (NT 4.0, 2000, 2003, 2008) servers, daemons and services.
	essential
	
	
	
	
	

	SysM.R39
	The system must be able to monitor disk space on all Unix, Linux and Windows servers.


	essential
	
	
	
	
	

	SysM.R40
	The system must support WMI.


	essential
	
	
	
	
	

	SysM.R41
	The system must be able to monitor virtual infrastructure.


	essential
	
	
	
	
	

	SysM.R42
	The system must be able to interact with the built-in virtual management console.
	essential
	
	
	
	
	


3.1.5
Application Monitoring Requirements
	Application Monitoring
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R43
	The system must be able to monitor custom applications and have the ability to monitor different applications with a consistent user interface.

In order to offer maximum value, the system must be able to monitor performance of the service end-to-end.  That is, it should have the ability either by active simulation of user requests of by passively observing the real user activity to measure service availability & performance. 
	essential
	
	
	
	
	

	SysM.R44
	The system should be able to constantly monitor application response times.  An alert should be sent when response time exceeds the pre-defined threshold.
	desirable
	
	
	
	
	

	SysM.R45
	The system should provide the ability to access an application, process/counter directly from the console.
	desirable
	
	
	
	
	

	SysM.R46
	The system should be able to detect application exceptions.  For example, messaging service losing connection with an application, this may not be detected as part of network monitoring but would trigger an exception alert for the application because messages are not being received.
	desirable
	
	
	
	
	

	SysM.R47
	The system must be able to integrate with and monitor AD.  Integration shall be provided using industry standard methods and protocols.
	essential
	
	
	
	
	

	SysM.R48
	The system must be able to integrate with HP Insight Manager & Dell Open Manage management solutions.  Integration shall be provided using industry standard methods and protocols.
	essential
	
	
	
	
	

	SysM.R49
	The system must be able to monitor Exchange.
	essential
	
	
	
	
	

	SysM.R50
	The system must be able to monitor Citrix servers and services.
	essential
	
	
	
	
	

	SysM.R51
	The system should be able to perform event log monitoring for apps that do not use other interfaces.
	desirable
	
	
	
	
	


	Application Monitoring (continued)
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R52
	The system must be able to perform event log consolidation.
	essential
	
	
	
	
	

	SysM.R53
	The system must be able to perform application polling.


	essential
	
	
	
	
	

	SysM.R54
	The system must be able to monitor web based applications and web services.


	essential
	
	
	
	
	

	SysM.R55
	The system must be able to perform web based URL tracking.


	essential
	
	
	
	
	

	SysM.R56
	The system must be able to monitor databases. (e.g. Oracle databases, SQL 2000 to 2005, Interbase)


	essential
	
	
	
	
	

	SysM.R57
	The system must be able to integrate with SQL monitoring solution, ‘SQL Studio Manager’.  Integration shall be provided using industry standard methods and protocols.

	essential
	
	
	
	
	

	SysM.R58
	The system must be able to integrate with VMWare monitoring systems, ‘Virtual VMWare Centre’.  Integration shall be provided using industry standard methods and protocols.

	essential
	
	
	
	
	

	SysM.R59
	The system must be able to integrate with Oracle monitoring system, ‘Oracle Grid Control’.  Integration shall be provided using industry standard methods and protocols.
	essential
	
	
	
	
	

	SysM.R60
	The system must be able to integrate with the Commvault solution.  Integration shall be provided using industry standard methods and protocols.

	essential
	
	
	
	
	

	SysM.R61
	The system must be able to integrate with our current NetApp SAN monitoring solution.  Integration shall be provided using industry standard methods and protocols.

	essential
	
	
	
	
	


3.1.6
Security Monitoring Requirements
	Security
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R62
	The system must provide a security monitoring module as part of the base monitoring solution or as a module which can be ‘added on’ at a later stage.


	essential
	
	
	
	
	


3.1.7
VOIP (Voice over IP) Requirements
	VOIP
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R63
	The system must be able to monitor the VoIP system (Nortel IP TEL/Unified Communications).  


	essential
	
	
	
	
	

	SysM.R64
	The system must provide intelligent diagnostics and have the ability to simulate calls, in order to assess the MOS (mean opinion score) for the quality of calls at any given time. 

	essential
	
	
	
	
	


3.1.8
Alerts Requirements
	Alerts
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R65
	The system must be able to send alerts via email, sms or pager with the ability to customise the message format.
	essential
	
	
	
	
	

	SysM.R66
	The system must be able to send detailed warnings for potential or imminent issues containing a full description of the problem.
	essential
	
	
	
	
	


	Alerts (continued)
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R67
	Based on what alert has been triggered, the system, once configured, should be able to automatically give resolution information to the operator.  Actions required could be predefined.
	desirable
	
	
	
	
	

	SysM.R68
	The system must be able to perform multi-route alerting.  For example, an alert is sent via text to the relevant team member & a trouble ticket is opened with the Service Desk.
	essential
	
	
	
	
	

	SysM.R69
	The system must only send a single alert (to multiple recipients, if required) per incident.  For example, if an application is down, one alert is sent regardless of continued application polling.   No recurring alerts for the same incident.
	essential
	
	
	
	
	

	SysM.R70
	The system must provide the ability to correlate events for services that are spread across and relate to different systems.
	essential
	
	
	
	
	

	SysM.R71
	The system should be capable of initiating auto scripts.  (i.e., automatically running a scripted fix upon detection of a known problem)
	desirable
	
	
	
	
	

	SysM.R72
	The system should provide the ability to suppress alerts if required.
	desirable
	
	
	
	
	

	SysM.R73
	The system should provide the ability to differentiate alert types that may affect SLAs.
	desirable
	
	
	
	
	

	SysM.R74
	The system should provide conditional alerting.  For example, a threshold is reached, an alert is sent, a predefined time period passes or criteria is evaluated and only then does the alert get sent to the next recipient on the escalation list.
	desirable
	
	
	
	
	

	SysM.R75
	The system must be able to integrate with the Service Desk tool to automatically open, populate and assign trouble tickets. Integration must be provided using industry standard methods and protocols.
	essential
	
	
	
	
	


3.1.9 Reporting & Trend Analysis Requirements
	Reporting and Trend Analysis
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R76
	The system must be able to perform reporting on any data collected, both historic and real-time data.
	essential
	
	
	
	
	

	SysM.R77
	The system must provide the ability to create custom reports (e.g. capacity trend, availability, SLA reporting, etc.).
	essential
	
	
	
	
	

	SysM.R78
	The system must provide baseline and forecasting tools with the ability to save a set of baseline figures. 
	essential
	
	
	
	
	

	SysM.R79
	The system must be able to archive data at pre-determined points.
	essential
	
	
	
	
	

	SysM.R80
	The system must provide access to a full range of metrics (but not necessarily have to capture on all of these metrics at once).
	essential
	
	
	
	
	

	SysM.R81
	The system must provide separate reporting to minimise impact on system performance.
	essential
	
	
	
	
	

	SysM.R82
	The system must provide the ability to schedule reports and automate delivery of reports.  Reports must be able to be published automatically to e-mail, web page and or a portal server.
	essential
	
	
	
	
	

	SysM.R83
	Reports must be able to be exported into multiple formats (PDF, XML, HTML)
	essential
	
	
	
	
	

	SysM.R84
	The system must provide root cause analysis and provide recommendations on how to resolve issues.  Users must have the ability to add to the recommendation.
	essential
	
	
	
	
	


3.1.10 General Requirements

	ID
	Description

	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	General Requirements
	√
	√
	√
	√
	

	SysM.R85
	The system must be able to operate securely across the environment.

	essential
	
	
	
	
	

	SysM.R86
	The system must have a low footprint and impact on services monitored.

	essential
	
	
	
	
	

	SysM.R87
	The system must support high availability architectures.

	essential
	
	
	
	
	

	SysM.R88
	The system must be able to be installed on a virtual machine.


	essential
	
	
	
	
	

	SysM.R89
	The licensing for the system must be flexible (ideally allowing the addition of servers as required so that the cost is easily calculated as capacity grows).


	essential
	
	
	
	
	

	SysM.R90
	Licensing fees must not apply to the test & development environments.  

	essential
	
	
	
	
	

	SysM.R91
	The system must not require extensive customisation.  It is not desirable to have to reprogram to achieve monitoring which is relevant in the CCDHB environment.


	essential
	
	
	
	
	

	SysM.R92
	The chosen solution must provide all listed features within a single module without requiring the addition of separate components/modules in order to achieve full functionality for a given module.


	essential
	
	
	
	
	

	SysM.R93
	The systems should provide agentless monitoring.


	desirable
	
	
	
	
	


	General Requirements(continued)
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R94
	The system should provide defined ‘packaged modules’ to collect data rather than CCDHB having to write WMI queries.
	desirable
	
	
	
	
	

	SysM.R95
	The system should provide a predefined set of default best practice checks.  
	desirable
	
	
	
	
	

	SysM.R96
	The system should provide predefined objects and metrics with suggested base settings.
	desirable
	
	
	
	
	

	SysM.R97
	The solution should provide the ability to run the system in a development environment.  This system would alert to a database separate from production but would be able to share some of the key characteristics of the production solution such as the security model.
	desirable
	
	
	
	
	

	SysM.R98
	The system must have integrated search capabilities.
	essential


	
	
	
	
	

	SysM.R99
	The system must have the ability to archive and purge data.
	essential
	
	
	
	
	

	SysM.R100
	The solution must be able to scale and grow with the CCDHB business.
	essential
	
	
	
	
	

	SysM.R101
	The system must have regular updates to improve functionality and or performance of the application.
	essential
	
	
	
	
	

	SysM.R102
	The solution must have an upgrade path to ensure it is constantly evolving to meet changing business requirements.
	essential
	
	
	
	
	


3.1.11 Vendor Services Requirements

	Vendor Services Requirements
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R103
	The vendor must provide hands on on-site training to CCDHB staff to accomplish the following:

· Operation & maintenance of the solution

· Creating custom reports & reporting functionality

· System troubleshooting including ability to setup a baseline for the different components of the solution (e.g. network performance, VOIP MOS rates, etc.)

· Simple customisation of solution especially around the monitoring of custom applications

The vendor must provide formal classroom training for up-to 6 staff.
	essential
	
	
	
	
	

	SysM.R104
	The vendor must describe the proposed system monitoring architecture & how it fits in with the CCDHB network & application architecture, to ensure it provides minimal impact to the network & systems.
	essential
	
	
	
	
	

	SysM.R105
	The vendor must describe the proposed solution physical architecture and hardware requirements.
	essential
	
	
	
	
	

	SysM.R106
	The vendor must provide a high level design document inc. the location of solution within the network topology.
	essential
	
	
	
	
	

	SysM.R107
	The vendor must have the ability to provide consultants on-site to produce detail design & operational readiness documentation.
	essential
	
	
	
	
	

	SysM.R108
	The vendor should have skilled technical staff based in Australia or New Zealand to support & maintain the proposed solution.
	desirable
	
	
	
	
	

	SysM.R109
	The vendor must provide an implementation plan to install & configure the base system and any agents if required according to the vendor’s best practices.
	essential
	
	
	
	
	

	SysM.R110
	The vendor must provide recommendations and best practices on how to use the product, including number of resources required to effectively maintain the product within the CCDHB environment.
	essential
	
	
	
	
	


	Vendor Services Requirements (continued)
	Priority
	Read & Understood
	Partially Met
	Mostly Met But Not Fully
	Fully Met
	Comments

	SysM.R111
	The vendor must describe how it would ensure a strong account management relationship and commitment to CCDHB, providing details of escalation processes and priority problem resolution capability.


	essential
	
	
	
	
	

	SysM.R112
	The vendor must detail how it would facilitate clear, strong communication between itself and CCDHB.
	essential
	
	
	
	
	

	SysM.R113
	The vendor must detail the proposed CCDHB account management structure. What is the process for reporting on issues within the CCDHB account?
	essential
	
	
	
	
	

	SysM.R114
	The vendor must describe the account management philosophy and alignment with CCDHB business requirements.
	essential
	
	
	
	
	

	SysM.R115
	The vendor must provide details about product and service quality assurance processes including accreditation accomplishments.
	essential
	
	
	
	
	

	SysM.R116
	The vendor must describe change control processes that would ensure minimum of disruption to the CCDHB ICT systems.


	essential
	
	
	
	
	

	SysM.R117
	Provide details of the scope of service levels agreements (SLA) available (including costs) for all services proposed & penalties for non performance.
	essential
	
	
	
	
	


Section D:
Obligations of the Parties 

4.1
Vendor’s Obligations

4.1.1
Performance of Services

The vendor shall perform all work in a professional manner during the term of the contract and satisfactorily perform all service level requirements.  

4.1.2
Supply of Labour, Materials, Facilities, etc.  

The vendor shall, except where otherwise specified in the contract, supply at its own cost everything necessary for the performance of its services and obligations under the contract, including minor items not expressly mentioned and of a type not normally detailed but necessary for the performance of the services.  

4.1.3
Appointment of Agents and Sub-Contractors

The vendor shall not sublet the whole of the works under sub-contractors nor appoint agents or sub-contractors to perform any parts of the services without the prior written approval of CCDHB.  The Vendor shall at all times remain primarily liable to CCDHB for all work, acts and omissions including any damages caused by sub-contractors and agents.  CCDHB shall not be deemed to have accepted any liability for the acts and omissions of such sub-contractors or agents.  

4.1.4
Performance of Employees, Agents and Sub-Contractors

The vendor will employ only competent resources for all works and shall ensure that all their employees, sub-contractors and agents are clearly identifiable while carrying out their work under the contract, and carry out their work with all due care, skill and diligence.  

The vendor shall ensure that a co-ordinator is appointed at all working times to personally supervise and co-ordinate the provision of the services.  The RFP’s representative at the date of the contract is the person named in the accepted proposal submitted by the vendor, or as subsequently revised.  

CCDHB may at any time, by notice in writing to the vendor, object, stating reasonable grounds, to the continuance of any person as the vendor’s representative.  The vendor shall appoint another competent person to replace that representative of the vendor.  

The vendor shall upon CCDHB instruction, remove any person employed or contracted by the vendor in the performance of the services by reason of their incompetence, negligence or similar misconduct.  

4.1.5
Health and Safety in Employment Act

The vendors shall comply in all respects with its obligations under the Health and Safety in Employment Act 1992 when carrying out its obligations under the contract, including:

· All regulations made under the Health and Safety in Employment Act 1992.  

· All relevant published Codes of Practice.  

The vendors shall deliver the services in accordance with:

· their Health and Safety Plan as set out in their proposal.  

· the requirement to take all reasonable steps to avoid the known hazards arising from the performance of the services.  

· the requirements to promptly report all incidents and accidents.  

4.2
CCDHB Obligations

Provided that the provision of such information does not cause any conflict with CCDHB’s  statutory or other contractual responsibilities, CCDHB will, if requested by the vendors, provide any further information or documents which CCDHB reasonably considers to be relevant or of assistance to the vendors in the performance of the services.  
Section E:
Standard Terms and Conditions

The Standard Terms and Conditions applicable to the award and administration of a vendor contract

5.1
Questions

In addition to specifying the development status of each capability using the standard terms specified previously, respondents will be required to provide further detailed information in response to specific questions.  

5.2
Glossary

In this document:

 “CCDHB” means “Capital & Coast District Health Board”

“HIQ” means “Health Intelligence” 

“Shall” means mandatory

“Should” means desirable but not mandatory

“May” means ‘nice to have’

The “Vendor” or “Proposer” is the enterprise system management company offering the products and services.  

APPENDIX I – Organisational Capability

Company Name of New Zealand Operation
:

Overseas Principals
:

New Zealand turnover
:
Profit record for last years -
2006
:


2007
:


2008
:

Total number of staff in New Zealand and Australia (if applicable)
:

Total number of staff in Wellington
:

How many installations of a similar scope does 

your organisation support in New Zealand 
:

Detail enterprise system management strategies for the future
:

APPENDIX II – Selection Criteria Explanation

 Selection Criteria

CCDHB will use the selection criteria to score vendors responses to the RFP that it considers can best deliver the goods and services at a reasonable price.  The panel would look more favourably on vendors that can demonstrate how they will assist CCDHB to improve the service provided to the CCDHB while reducing overall operational costs.  The criteria are explained below:

Vendor Operational Quality, Relationship & Viability
The vendor should have appropriate total quality management processes in place.

The vendor should have robust operational systems in place to enable efficient trading.

The vendor has implemented or should be implementing processes based on the ITIL framework or similar. 

The level of your company ISO 9000 certification
The flexibility within service level agreements

The vendor should detail the account management structure to manage the relationship locally and regionally.

The quality and completeness of the RFP proposal
The financial position and performance of the vendor should indicate that their business is likely to continue for a reasonable period.  State what your company would do to ensure CCDHB still had a warranty if your company ceased trading.
Look & Feel Requirements

The vendor shall describe in its bid response how the proposed solution meets the look & feel requirements listed in the business requirements section.

Hardware Monitoring Requirements

The vendor shall describe in its bid response how the proposed solution meets the hardware monitoring requirements listed in the business requirements section.

Network Monitoring Requirements

The vendor shall describe in its bid response how the proposed solution meets the network monitoring requirements listed in the business requirements section.

Operating System Monitoring Requirements

The vendor shall describe in its bid response how the proposed solution meets the operating system monitoring requirements listed in the business requirements section.

Application Monitoring Requirements
The vendor shall describe in its bid response how the proposed solution meets the application requirements listed in the business requirements section.
Security Monitoring Requirements

The vendor shall describe in its bid response how the proposed solution would address security monitoring for the ICT systems, network and applications.

Voice over IP Monitoring Requirements

The vendor shall describe in its bid response how the proposed solution meets the VOIP monitoring requirements listed in the business requirements section.

Alerts Requirements

The vendor shall describe in its bid response how the proposed solution meets the alerts requirements listed in the business requirements section.

Reporting & Analysis
The vendor shall describe in its bid response how the proposed solution meets the reporting & analysis requirements listed in the business requirements section.
General Requirements

The vendor shall describe in its bid response how the proposed solution meets the general requirements listed in the business requirements section.

Vendor Services Requirements

The vendor shall describe in its bid response how the proposed solution meets the vendor services requirements listed in the business requirements section.

Cost

The vendor should demonstrate that it can offer competitive pricing of services and support to CCDHB.  It should be better than its competitors in anticipating changes in world markets and advise the CCDHB accordingly.  
Maintenance & Support

The vendor should demonstrate the quality and flexibility of support services and service level agreements, backed by appropriate referees from organisations of a similar size.

APPENDIX III – Background Information 

CCDHB
Capital & Coast District Health Board - our role


Capital & Coast District Health Board has two distinct roles. Its Directorate of Planning and Funding Service (P&F) is responsible for assessing the health needs of the people of the district, and contracting the most appropriate services to meet those needs. Its Hospital and Health Services (HHS) is responsible for providing secondary services via the hospital and community out reach programmes. C&C DHB operates two hospitals – Wellington and Kenepuru and as well as the Kapiti Health Centre at Paraparaumu. There are also a number of community bases.

The organisation serves about 250,000 people living in Wellington City and its suburbs, the Porirua Basin, and the Kapiti Coast including Waikanae. With about 3,200 full time staff and an annual payroll of more than $190 million, C&C DHB is also a major employer in the Wellington region.

Specialist tertiary-level care is provided to patients from the lower North Island and upper South Island, a population of about 900,000. These tertiary services include cardiology and cardiothoracic surgery, neurosurgery, vascular surgery, renal medicine and transplants, genetics, oncology, paediatric surgery, neonatal intensive care, obstetrics, endocrinology, orthopaedics and urology, and specialised forensic services.

Services and Structure
Capital & Coast District Health Board's medical, surgical, mental health, community and clinical support services are managed and delivered as 16 clinical practice areas, organised into five groups. 

Each clinical practice area is headed by a Clinical Leader, most of whom are practising senior health professionals. 

Additional support is provided by a core of corporate services, including the Director of Nursing, Maori Health, Communications, Human Resources, Finance, Information Services and Operations. 

Community Services
In addition to hospital-based services, multi-disciplinary services are provided in the community. These include general and specialist district nursing, specialist multi-disciplinary rehabilitation services, occupational therapy, speech language therapy, physiotherapy, dietetics, social work and home support services. Mental health, alcohol and drug services are also provided in the community. 
People

Highly skilled staff are crucial to C&C DHB's ability to provide high quality health services. 

This importance is reflected in the close relationship C&C DHB shares with the University of Otago's Wellington School of Medicine, adjacent to Wellington Hospital. Specialist medical staff are employed jointly by the university and C&C DHB, ensuring a high quality education and training environment. 

C&C DHB also maintains close links with polytechnics and other tertiary institutions for student training of nurses, midwives, post graduate mental health nurses, medical radiation technologists, dieticians, physiotherapists, occupational therapists and pharmacists.

A professional nursing structure, led by Director of Nursing, Cheyne Chalmers, with an emphasis on continuing education and career development ensures high standards of nursing practice. C&C DHB has committed itself to the development and implementation of a career pathway for allied health professionals.

This professional model will improve patient care, help achieve best practice within constrained resources, and assist with attracting and recruiting skilled staff in areas that are in short supply world-wide. 

Research is supported by C&C DHB, and is subject to assessment and scrutiny by an independent ethics committee.

ICT Infrastructure

HIQ manages, on behalf of the CCDHB, an ICT infrastructure consisting of approximately 350 servers, 250 Cisco switches, SAN technologies and 1800 client devices. The infrastructure provides access for 3500 users to number of applications many of which are specific to the health industry. 

The underlying network is a mixed Layer 3/2 environment. The network supports, data, medical modalities, specialised services, e.g. CCTV and a Nortel VoIP solution.  Internet access and security is provided by Fortinet firewalls, MS ISA Server proxy servers. 

The hardware base of the server component is primarily HP blades, with a small number of Dell and older Alpha Compaq servers. Most of the servers connect to a dual head NetApp SAN for their storage requirements; however the Alpha servers utilise an old Compaq EMA 1200 SAN. 

MS Windows 2003 is the primary operating system deployed across the environment, supplemented by HP-UX, SuSE Linux and VMS. The DHB has a program underway to virtualise the environment on VMWare ESX\ESXi.

MS Exchange forms the basis of the eMail service, with Tumbleweed providing the anti-spam\content filter.

Most of the DHBs line of business applications utilise MS SQL 2000\2005 databases, with three key applications, IBA and Financials, being hosted on Oracle 9i and 10g databases.

Access to applications is provided by a fleet of desktops and laptops running MS Windows XP or Thin client devices. In most cases the applications themselves are hosted on a Citrix CPS 4.0 farm made up of 80 servers. MS Office 2003 provides the office productivity capability. Internet Explorer 5.5 is deployed across the client base, including Citrix to provide access to the clinical record application, however some client devise do not required access to clinical record and therefore have Internet Explorer 6.0 installed. 

The DHB classifies the importance of an application or a service to its operation on a scale of 1 - 5, with 1 being critical. There are 27 applications\services that are classified as category 1, or mission critical, these are listed below. 
Services


Infrastructure Service (Network, DNS, AD, Email and Intranet\Internet)


DMZ 


VOIP


Citrix


Shared Data Drives


eGate (Enterprise Service Bus)

Category 1 Applications


Medical Application Portal


MAP SWO Soprano Work orders


MAP Forms and Printing


MAP Rhapsody Messaging System


Clinical Record (CR)


Oracle Financials


Medtech32


EDIS


ORSOS


MHSmart


BEIMS


Varis (3rd Party)


RIS (3rd Party)


PACS (3rd Party)


Ultrasound


WebDocs


IBA


Windose


WinScribe


Quadramed (3rd Party)


Pyxis  (3rd Party)







Page 5 of 39


Page 1 of 39

