
June 10, 2011

CoreLink Administrative Solutions was formed in 2009 as a joint venture between two Blue Cross Blue Shield plans. We are seeking a strategic partner to provide network, desktop and business-oriented IT services. Enclosed you will find a Request for Proposal (RFP) for vendors who have the ability to provide basic IT Services and Support. Vendor responses should include your ability to provide a cloud based, highly reliable, highly available infrastructure for internal business needs and for connecting with external customers and partners. If you believe that your organization can fit the needs expressed in the enclosed RFP, please submit your response via the RPFDB.

CoreLink will be holding an open call to answer any questions that you may have. If you have a list of questions that you would like to submit in advance, please send them to Jen.Cunningham@corelinksolutions.com . We will be addressing any and all questions via this open call, however submitting them in advance will give us an opportunity to provide a more thorough and accurate response.
Open Call 
Monday, June 27th
2:00 – 4:00pm
888-205-5513  Passcode – 741195
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[bookmark: _Toc295233069]Section 1 - Description, Offer and Acceptance


CoreLink is exploring all solutions that could lead to a well-integrated and managed “core IT” environment as described within. CoreLink will consider one or more vendors to:
· Provide the design and architecture of a proposed new environment
· Provide physical or virtual hosting of the new environment
· Provide hardware support
· Perform all backup activities and Operating System maintenance
· Provide support to CoreLink end-users (to include account maintenance activities)
· The proposed environment must include client device support
· Management utilization and monitoring reports
· “Display” or dashboard options available with the proposed solution for real-time and dynamic utilization reporting, including, but not limited to, the functionality to define and display dash board parameters at the individual user level
· Seamless transition from the current infrastructure to the vendor infrastructure as a service hosted environment

CoreLink seeks competitive proposal responses offering to render the goods and services described in this solicitation.  CoreLink intends to award this contract for three (3) year(s), retaining the option to renew the awarded contract up to three (3) additional one (1) year periods, at its sole discretion.  

CoreLink is not bound to select any of the proposals.  A contract would be awarded in respect of the proposal which is considered most responsive to the needs of the projects concerned.  CoreLink does not bind itself in any way to select the individual or firm/institution offering the lowest price.  


A	




[bookmark: _Toc295233070]Section 2 – Bidding Information

CoreLink is requesting vendors to propose how to create and manage an infrastructure and core IT Services for CoreLink that will include hosting existing and future non-cloud, non-mainframe services and cloud services such as Microsoft Office 365 and Azure. CoreLink’s goal is to provide a highly reliable, highly available infrastructure for internal business needs and for connecting with external customers and partners.
The primary objective of this overall solution is to provide CoreLink with an IT infrastructure as a foundational component of enabling the business enterprise. Vendors must address the following for any services proposed:
1. Access to computer and storage resources
2. Efficient scaling for current and future estimated growth requirements
3. Consistently high availability, reliability and performance
4. An integrated infrastructure solution to support current and emerging systems
5. Sustainable and predictable operational cost
6. A dynamic hosted environment built on a pay-for-use model
7. Support of integration between Microsoft on-premise and cloud services
8. Well defined governance model

Vendor’s proposal shall include all relevant and material information relating to the Vendor’s organization, experience, and expertise that would substantiate its qualifications and capabilities to perform the services and/or provide the goods described in this RFP. 
In making an award decision, CoreLink shall evaluate the financial stability of any Vendor. CoreLink shall seek financial information from the Vendor and may seek financial information from third parties. 
Company’s Experience:
(1) Describe two prior industry or program experiences relevant to the Company’s ability to successfully manage a contract for the same or similar work defined by this solicitation (i.e., the experience described by the vendor should clearly demonstrate its expertise with projects similar to what is described in this solicitation.)
(2) For each of the qualifying, relevant experience, include: a project/client scope description; costs; and the starting and completion dates of projects: also, include the name, email address and telephone number of the responsible official of that customer organization who may be contacted to verify the experience.
(3) CoreLink reserves the right to verify all submissions and perform further background checks of experience and performance. Background checks may include other prior experiences not submitted as a response to this section. 


Response Format	

CoreLink provides a list of expected Services in Microsoft Excel spreadsheet format with this Request. Individual line items include a column for response comments. An adequate solution is expected to include the Vendor proposing a Service Level Agreement for the primary service, an approach to negotiating and formalizing additional Service agreements, a template for additional services, and discussion examples for additional defining and requesting Services for Microsoft Dynamics, Microsoft Project Server and Office 365.

Vendor Responsibility	

Vendor will be responsible for investigating and recommending the most effective and efficient technical configuration to meet CoreLink needs. Consideration shall be given to the stability of the proposed configuration and the future direction of technology, confirming to the best of its ability that the recommended approach is not short lived. Several approaches may exist for hardware configurations, other products and any software. Vendor must provide a justification for its proposed hardware, product, and software solution(s), along with costs thereof. Vendors are encouraged to present explanations of benefits and merits of their proposed solutions together with any accompanying services, maintenance, warranties, value added services or other criteria identified herein. Vendors are also encouraged to identify and explain any concerns / risks with the proposed solution.
Alternate Bids	

Vendor may submit alternate bids for various levels of service(s) or products meeting specifications.
Alternate bids must specifically identify the RFP requirements and advantage(s) addressed by the alternate bid. Any alternate proposals must be clearly marked with the legend as shown herein. Each proposal must be for a specific set of services or products and bid at specific pricing. If a Vendor chooses to respond with various service or product offerings, each must be bid with its own unique price and proposal response. Vendors may also provide multiple proposals for software or systems coupled with support and maintenance options, provided, however, all proposals must satisfy the specifications. Software, systems, support and maintenance should be set out individually in the proposal.

Co-Vendors	

Vendors may submit offers as partnerships or other business entities. Such partners or other “co-Vendors,” if any, shall disclose their relationship fully to CoreLink. CoreLink shall not be obligated to contract with more than one Vendor. Any requirements for references, financial statements or similar reference materials shall mean all such partners or co-Vendors.
In a partnership or other “co-vendor” relationship, one partner will take the responsibility of being the primary relationship contact and for management of other partners’ performance.



[bookmark: _Toc295233071]Section 3 – Statement of Work, Needs and Requirements

[bookmark: _Toc295233072]3.000 Intent and Issues Statement
CoreLink is the membership and claims processing provider for Blue Cross Blue Shield Nebraska and Blue Cross Blue Shield North Dakota. Formed in 2009 as a joint venture between these BCBS Plans, CoreLink has focused the first two years of its existence on redesigning the primary “product” of highly customized mainframe-based software, turning it into a more flexible offering. The goal is to create an administrative service that operates most efficiently for the Parent Plans and can be relied on by future Plan customers.
Increased efficiency and customer growth reduces the per-member per-month (PMPM) cost of claims processing, which is a major factor in competitive positioning. 
Due to access to its parent Plan’s IT resources, CoreLink has been able to dedicate the majority of its 250-plus staff to the tasks of mainframe software development. However, as CoreLink’s business model changes into that of a software development company and service provider, its changing IT needs have reached a point where it is prudent to consider formalizing IT capabilities better suited for the future business model of software and services. Software manufacturing and serving the customers of its products require different accounting, human resource, project management, legal and operations approaches than traditional insurance business needs.
IT services: rather than build an in-house IT support capability, CoreLink has determined to seek a partner to provide network, information worker (desktop) and business-oriented IT services. This includes support services, disaster recovery and business continuity as required. 
CoreLink seeks an opportunity to reduce costs, improve reliability, and enhance security of core IT services as described below by engaging a partner to provide hybrid hosting and cloud management architecture (infrastructure as a service.)
CoreLink’s goal in seeking this service is to allow the majority of its approximately 250 employees to continue focusing on developing the for-profit software with minimal disruption and distraction.
The envisioned IT Services solutions would identify a partner capable of supporting services to include basic services including security services through Active Directory, basic desktop configuration and network administration. In addition to the basic services and initial Service Level Agreement, additional Services to be defined by individual SLAs may include:
· minimal on-site computing capability at facilities in Fargo, ND
· host non-cloud resources as identified, which may include Microsoft Dynamics, Microsoft Project Server, or Microsoft SharePoint
· provide expertise in Cloud services such as Office 365 administration, and support and future Microsoft Azure capability in developing new application modules
· support and consulting 
[bookmark: _Toc295233073]3.010 Base Services
The basic level of business services covered for this Agreement should include at least:
· Network design, implementation and management for wired and wireless, in current and future facilities
· Security through Active Directory
· Complete system management, monitoring and reporting
· File and print service design and administration
· Disaster Recovery
· Business Continuity
Refer to Audit requirements for additional details on security responsibilities.
Additional services, which may be treated as additional individual Services defined by individual Service Level Agreements, or as a managed solution or application portfolio, may include items 3.020 through 3.040. The approach to defining and managing these and similar services should be addressed in the Response, referring to this section.
[bookmark: _Toc295233074]3.020 Hosting of Microsoft Dynamics GP (future)
CoreLink is in process of designing a Microsoft Dynamics financials solution, with design and development project work awarded to Summit Group.  The implementation and administration of this solution is intended to be hosted under this agreement. Complete details of the solution will be available later in 2011 as the build and test process is completed.
[bookmark: _Toc295233075]3.030 Hosting of Microsoft Enterprise Project Management (future)
Microsoft Project and Portfolio Server is a critical part of CoreLink’s long-term needs in maturing the program and project management capability within CoreLink. CoreLink expects design and management of this solution to be provided through this agreement.
[bookmark: _Toc295233076]3.040 Administration of CoreLink’s Office 365 Resources (future)
CoreLink is planning to use Microsoft’s Office 365 as its office productivity, collaboration and messaging platform. CoreLink would like the successful Services solution to contain capability within this environment for provisioning, support and related administration such as Active Directory integration, performance/capacity monitoring and platform application development and administration.
[bookmark: _Toc295233077]3.100 Business Objectives 
CoreLink is requesting vendors to propose how to create and manage an infrastructure and core IT Service for CoreLink that will include hosting existing and future non-cloud, non-mainframe services and cloud services such as Microsoft Office 365 and Azure. CoreLink’s goal is to provide a highly reliable, highly available infrastructure for internal business needs and for connecting with external customers and partners.
The primary objective of this overall solution is to provide CoreLink with an IT infrastructure as a foundational component of enabling the business enterprise. Vendors must address the following for any services proposed:
1. Access to compute and storage resources
2. Efficient scaling for current and future estimated growth requirements
3. Consistently high availability, reliability and performance
4. An integrated infrastructure solution to support current and emerging systems
5. Sustainable and predictable operational cost
6. A dynamic hosted environment built on a pay-for-use model
7. Support of integration between Microsoft on-premise and cloud services
8. Well defined governance model

[bookmark: _Toc295233078]3.200 Common Infrastructure for emerging platforms
The following are the preferred technology objectives of this solution:
1. All physical servers hosted in data centers with reliable and resilient power, cooling, and network
2. Data backed up and distributed across at least 2 distributed data centers
3. Minimum of 99.9% server uptime for user availability, based on specific Service Level Agreement and the requirements and needs expressed under the SLA items on page 17 and the OPS-7 page 18.
4. All critical data recoverable according to backup/recovery SLA
5. All server infrastructure is secured, both physically and logically
6. Leverage server virtualization to deploy logical servers
7. Automatically scale server and storage resources to meet demand
8. Usage-based payment for all non-persistent services
9. Strategy to monitor and reduce overall infrastructure costs
10. Vendor responsible for  power, cooling, backup requirements
11. Transition of server hosting and management to cloud service providers
12. Disaster Recovery / Business Continuity Solution

[bookmark: _Toc295233079]3.300 Current Environment
CoreLink is a greenfield IT opportunity. The organization is looking to develop IT capability with minimal carry-over from legacy systems owned by founding companies and prefers cloud based solutions that are adequate to the cost and business requirements.
[bookmark: _Toc295233080]3.310 Current Applications
CoreLink is aware of the following needs in the various on-premises, hosted and cloud environments:
1. On-premise and/or hosted
a. Networking
b. Active Directory
c. Print services
2. Hosted (preferred at launch)
a. Microsoft Dynamics GP (GL, AR, AP and potentially reporting, HR and payroll)
b. Enterprise Project Management (Microsoft Project Server)
3. Cloud
a. Office 365 Pro (including local image / license)
b. Azure: Windows and SQL , including integration (Biztalk) functionality.
In addition, the solution should include all necessary governance, product management, operations and optimization services required to run this environment. 
3.310.01 Confidentiality
This solution and related help desk calls may include Confidential information, and CoreLink would expect all workers to attend training and sign off on confidentiality Compliance.
Inventory and review process for all registered uses of the platform components is required for all vendor employees responsible with access to system components. 
[bookmark: _Toc295233081]3.320 Future Applications
CoreLink expects the solution provider to become a key part of future core IT and potentially new product development lifecycle activity.
CoreLink anticipates need for customized SharePoint sites and lists including:
· Corporate and department policy libraries with auditable tools for managing version control, publication, assignment and tracking employee completion of assignments.
· Contract management database with appropriate security, access and version control.
· Document repository site, incorporating tools to aid in adherence to record retention and access 
· Policy and Procedures library
· Workflows and repositories for activities such as RFI/RFP, project requests
· Other training: vendor to partner with CoreLink in developing a wide range of possible internal training modules which may include tracking attendance and skills, with possible integration into HR modules; development , HIPPA, privacy training auditable
[bookmark: _Toc295233082]3.400 Architecture and Environment
The vendor’s response must provide information that demonstrates the ability of the proposed solution to provide architectural consistency including (but not limited to):
[bookmark: _Toc295233083]3.400.01 Scalability
· Provide detailed diagrams with complimenting narrative describing the proposed processes and technical solution.
· Describe the largest production implementation by an existing customer that utilizes the proposed technical solution.
· Describe the testing methodology used in the development of the proposed technical solution (e.g. Performance, Load, Stress, Security, etc.)
· Describe the ability of the proposed solution to address capacity and scaling.
· Describe how the proposed solution will manage environments such as test, pilot, rollout, and growth rate requirements. Some of these environments may be temporary in nature, such as test.
[bookmark: _Toc295233084]3.400.20 Adaptability
· Describe the overall architectural approach utilized to design the proposed solution.
· Describe how the architectural approach and the technologies used enable solution adaptability.
· Describe the technology roadmap for the proposed solution.
· Describe how the solution will be capable of adapting to meet changing business requirements.
[bookmark: _Toc295233085]3.400.30 Security
· Describe how the solution can be deployed to provide appropriate access controls.
· Describe how the solution can be deployed to accommodate both an integrated or externalized identity access and management solution.
· Describe the ability of the proposed solution to meet federal and state regulatory requirements as required for insurance and healthcare.
[bookmark: _Toc295233086]3.400.40 Availability
· Describe the technologies and approach used to meet and/or exceed availability requirements.
· Describe an acceptable backup and recovery approach to meet and/or exceed availability requirements.
· Detailed availability should be based on specific Service Level Agreement and the requirements and needs expressed under the SLA items on page 17 and the OPS-7 page 18.
[bookmark: _Toc295233087]3.400.050 Manageability
· Describe the versioning and patch management process for the proposed solution.
· Describe approaches that could be implemented to provide overall performance monitoring for the proposed solution.
· Describe the Quality Assurance (QA) measures that have been or will be taken in the design, implementation, and maintenance with respect to the proposed solution.
· Describe the management and monitoring tools that are supported by the proposed solution, including help desk and possible integration with CoreLink’s current Remedy system. Help desk options may include replacement of Remedy with a more efficient and effective solution.
[bookmark: _Toc295233088]3.400.060 Interoperability and Integration
· Describe any standards and practices utilized to ensure interoperability of this solution within such a distributed on-premise/hosted/cloud system.
· Describe the proposed integration approach of data and security between the environments.
· Describe the flexibility of this solution to meet future integration needs.
· Describe the reporting approach for attainment of agreed upon metrics.

[bookmark: _Toc295233089]3.400.070 Virtualization
Vendor shall state whether its solution operates in a virtualized environment, a stand-alone environment, or a hybrid of the two. Vendor also shall identify and describe all differences, restrictions or limitations of its proposed solution with respect to operation, licensing, support, certification, warranties, and any other details that may impact its proposed solution, when hosted in a virtualized environment.
[bookmark: _Toc295233090]3.400.70 Technical Specifications
As used herein, Specifications means a specification that documents the needs of the requested Infrastructure as a Service. These needs include hosting, environment, migration, functional, network, performance, interface, design, security, disaster recovery, billing, maintenance, or similar terms.
Any deviation from specifications indicated herein must be clearly identified as an exception and listed as “Exceptions to Specification;” otherwise, it will be considered that items Vendor offers comply with these specifications, and Vendor will be held responsible to provide such if awarded a contract.
Any deviations must be explained in detail. The Vendor shall not construe this paragraph as inviting deviation or implying that any deviation offered will be accepted by CoreLink. Offers of alternative or equivalent specifications may be rejected; but, if offered, must be supported by independent documentary verification of equivalence to such specification.
Vendor shall provide deliverables, services, and staff, and otherwise do all things necessary for or incidental to the performance of work, as set forth below:
[bookmark: _Toc295233091]3.500 Summary of the Business Need
CoreLink is exploring all solutions that could lead to a well-integrated and managed “core IT “ environment as described within. CoreLink will consider one or more vendors to:
· Provide the design and architecture of a proposed new environment
· Provide physical or virtual hosting of the new environment
· Provide hardware support
· Perform all backup activities and Operating System maintenance
· Provide support to CoreLink end-users (to include account maintenance activities)
· The proposed environment must include client device support
· Management utilization and monitoring reports
· “Display” or dashboard options available with the proposed solution for real-time and dynamic utilization reporting, including, but not limited to, the functionality to define and display dash board parameters at the individual user level
· Seamless transition from the current infrastructure to the vendor infrastructure as a service hosted environment
[bookmark: _Toc295233092]3.600 Specification Needs
The following are descriptions of CoreLink’s business needs and specifications for the Vendor’s solution to deliver and fulfill; Vendor response must address each specification / need listed in the following table with its associated business rules, in detail. These needs apply to the entire Infrastructure solution.
The successful bid should consider providing key non-development IT capabilities such as:
· Architecting, designing, testing, building and operating/supporting CoreLink’s:
· Network and connectivity
· Security: directory services, intruder detection, Information Framework
· Hosted servers (physical or virtual) potentially including Microsoft Dynamics, Microsoft Project Server
· Providing IT support for the serviced environment, including: 
· Change control
· Incident Management
· Problem / Root Cause analysis
· Configuration Management
· Hardware and software inventory controls
· Negotiation and contract management of all client devices, including patch management and break-fix. This may include evaluating:
· Image management
· Client device management, potentially including design and support for “bring your own device” as an alternative to capitalized or leased  IT devices
· Conference room resources such as Lync conferencing and Roundtable devices
· Mobile and home-worker support
· Support for shared document management through Office 365 and additional technologies as appropriate to required solutions
· Support of the print environment
· Design and delivery of training for using CoreLink application such as Word, Excel, PowerPoint and One Note, including integration with collaboration technologies such as SharePoint
· Design, development, implementation and training of solutions for SharePoint and other environments
· Providing on-demand prototyping and testing lab resources, physical and virtual
· For a successful relationship, speed of responsiveness and clarity of communication are important.
Vendor shall describe in detail how its proposed solution meets each need in the envisioned solution and in the specific requirements detailed in the table below. That is, Vendor’s response must demonstrate that it conforms in all material respects to each need and specification as stated, and must also demonstrate that Vendor is capable to fully perform each need:

	Tag
	Category
	Description

	Migration-1
	Migration
	The new service and base  environment shall be installed, configured and in production within three (3) months of the contract award.

	Migration-2
	Migration
	The initial solution including Dynamics hosting shall be complete by 1 January 2012.

	HOST-1
	Hosting
	CoreLink shall be the owner of all data residing on the system and archival media. Upon termination of service or the resulting contract, all data and archival media shall be returned to CoreLink and any and all data shall be permanently erased/destroyed. Vendor shall provide assistance in transitioning to a new provider or internal environment.

	HOST-2
	Hosting
	The Vendor shall have a minimum of two data center facilities at two different geographic locations within the Continental United States.

	HOST-3
	Hosting
	The Vendor shall provide data center facilities including space, power, HVAC and related physical infrastructure in a manner sufficient for proper operation of the environment within hardware manufacturer’s requirements.

	HOST-4
	Hosting
	The Vendor shall provide physical security to the environment that is auditable and traceable to ensure limited access to the environment.

	HOST-5
	Hosting
	The Vendor shall, upon request, provide access to the hosting facility for inspection by CoreLink.

	NET-1
	Network
	The Vendor shall identify Tier 1 Internet providers it is peered with and the location of peering points. The Vendor shall provide its Autonomous System Number (ASN).

	NET-2
	Network
	All external traffic in and out of the environment shall transit this connection exclusively and this connection shall be for the exclusive use of the environment.

	NET-3
	Network
	The Vendor shall provide VPN capability for access to environment.

	NET-4
	Network
	The Vendor shall implement a firewall policy that allows CoreLink or third party agent to administer it remotely, OR the Vendor shall provide read-only access to inspect the firewall configuration.

	NET-5
	Network
	The Vendor shall provide a Local Area Network (LAN) that does not impede data transmission.

	NET-6
	Network
	The vendor shall provide IP address assignments and Domain Name System services, forward and reverse, in support of address assignments.

	NET-7
	Network
	The Vendor shall provide an infrastructure that is IPv6 capable.

	NET-8
	Network
	The Vendor shall provide firewall configuration assistance in establishing all required interfaces with external systems.

	SEC-1
	Security
	The Vendor shall support secure provisioning, de-provisioning, and administration through Secure Sockets Layer (SSL)/Transport Layer Security (TLS) or Secure Shell (SSH).

	SEC-2
	Security
	The Vendor shall authenticate Administrator access through CoreLink AD (hosted at the vendor) or provide a secure, dual factor method of remote access which allows CoreLink designated personnel or third party agent of the logical partition the ability to perform duties on the hosted infrastructure.

	SEC-3
	Security
	The Vendor shall provide their commercial information security policies and procedures that indicate compliance with the appropriate focus on Personal Health Information confidentiatity.

	SEC-4
	Security
	The Vendor shall provide a “Private’ infrastructure dedicated environment.

	SEC-5
	Security
	The Vendor shall manage data remanence throughout the data life cycle.

	SEC-6
	Security
	The Vendor shall provide security mechanisms for handling data at rest and in transit.

	SEC-7
	Security
	The Vendor’s environment shall employ role-based security.

	SEC-8
	Security
	The Vendor’s environment shall support an automatic log-off after a defined period.

	SEC-9
	Security
	The Vendor’s environment shall produce audit reports of user and administrator activity.

	SEC-10
	Security
	The Vendor shall support CoreLink in the installation of any security certificates.

	SLA-1
	Service Level
	The Vendor shall provide a robust, fault tolerant infrastructure that allows for high availability (99.9%) Service Availability as measured by Total Uptime Hours / Total Hours within the month.

	SLA-2
	Service Level
	The Vendor shall provide Help Desk and Technical Support services to include system maintenance windows.

	SLA-3
	Service Level
	Refer to INC (Incident Management) below for distinction between Problem Management at Service Levels and Incidents.

	SLA-4
	Service Level
	Problem Management: The Vendor shall provide within 30 days, in writing, the description, root-cause, and final fix of any unscheduled downtime exceeding one (1) hour.

	OPS-1
	Operations
	The Vendor shall manage the network, storage, server, and virtualization layer, to include performance of internal technology refresh cycles.

	OPS-2
	Operations
	The Vendor shall perform patch management on the hosted infrastructure.

	OPS-3
	Operations
	The Vendor shall have established routine maintenance windows that are scheduled and communicated with CoreLink owner administrative staff. The owner will schedule application releases with the vendor as needed.

	OPS-4
	Operations
	The Vendor shall perform backup, recovery, and refresh operations on an industry-standard schedule / periodic basis with validation & verification emails sent to the owner of the resource. All scheduled maintenance must be exercised after normal business hours. (7:00 PM to 6:00 AM CST or weekends)

	OPS-5
	Operations
	The Vendor shall provide a custom webpage and associated URL that delivers:
- Management Reports
- Service Level Agreements (SLAs)
- Help Desk and Technical Support contact information
- Trouble Ticket visibility
- Technical Resources such as Documentation, Articles/Tutorials, etc.

	OPS-6
	Operations
	The Vendor shall provide the following Management Reports, accessible via online interface, not later than 10 calendar days after the end of the calendar month and available for at least one year
after creation:
SLA:
1. Service Availability (Total Uptime/Total Month Hours) displayed as a percentage of availability up to one-tenth of a percent (i.e. 99.9%)
2. Report of any service interruptions, root-cause, and final fix of any unscheduled downtime exceeding one (1) hour.
Help Desk / Trouble Tickets:
1. Number of requests received
2. Number of Trouble Tickets opened
3. Number of Trouble Tickets closed
4. Average “Mean Time to Respond” (time between ticket opened and first contact with the CoreLink)
5. Average “Mean Time to Resolve” tickets.
Service Utilization
1. Storage, processor, and bandwidth utilization averaged over the month.
Invoice/Billing
1. Current and past Invoices available for review.

	OPS-7
	Operations
	The Vendor shall provide an environment that will operate 24x7x365.

	BIL-1
	Billing
	The Vendor shall offer visibility into service usage via dashboard or similar electronic means for historical and real time utilization.

	BIL-2
	Billing
	The Vendor solution shall provide for a costing strategy that is based on actual resource owner utilization. (CPW, RAM, Storage)

	BIL-3
	Billing
	The vendor shall provide clear and complete pricing for the proposed solution, billable monthly

	MON-1
	Monitoring
	The Vendor shall provide automatic monitoring and alerting of resource utilization and other events such as degradation or failure of service via a service dashboard or other electronic means.

	INC-1
	Incident Management
	Incident Response: Immediate restoration of Service shall be effectively managed and reported by the vendor, per each SLA.

	PROV-1
	Provisioning
	The vendor proposal shall address resource owner user interface access, preferably by web, to provision additional resources as needed without requiring human interaction with the Vendor.
	

	PROV-2
	Provisioning
	The Vendor designated systems administrator shall set rights for access to specific resources.
	

	PROV-3
	Provisioning
	The vendor proposal shall address the possability to use a web-based tool that allows review and management of users/groups individually and in bulk as part of the administrative package (Active Directory management in a mixed cloud/on-premise architecture.)
	

	ENV-1
	Environment
	The Vendor shall provide an environment that will operate 24x7x365.
	

	ENV-2
	Environment
	The Vendor shall provide adequate environment for the Microsoft Dynamics, Enterprise Project Management, and Active Directory needs as described, dynamically sized based on the utilization of the client.
	

	ENV-3
	Environment
	The Vendor’s environment shall scale the hardware platform and communication links responding to increased demand without fundamental architectural changes.
	

	ENV-4
	Environment
	The Vendor’s environment shall incur no additional licensing cost to CoreLink when adding planned additional capacity.
	

	ENV-5
	Environment
	The vendor shall provide ability to allow access and administer the environment using a web browser or web based utility.
	

	ENV-6
	Environment
	The vendor shall provide a user interface for end users, internal system users, managers, supervisors, and system administrators  to change the access levels specific to various internal and external end-user groups. The Vendor shall also describe any software that is required on the end users’ workstations.
	

	ENV-7
	Environment
	The vendor shall provide a solution that allows system administrators to add, change and delete agent and user profiles easily on demand.
	

	ENV-8
	Environment
	The vendor shall provide application component configuration support assistance to each application (Dynamics, EPM, etc.) at a annual firm fixed price based on vendor’s Service Definition approach
	

	ENV-9
	Environment
	CoreLink shall be the owner of all data residing on the system and archival media. Upon termination of service or the resulting contract, all archival media shall be returned to CoreLink and data on hard drives shall be permanently erased. Full cost for this effort should be factored into the vendor’s proposal.
	

	ENV-10
	Environment
	The vendor shall have the capacity to support future CoreLink needs for hosted and web enabled applications and database hosting services. This shall include capability to advise, design, build and support Microsoft Azure systems.
	

	ENC-11
	Environment
	Vendor shall provide and demonstrate adequate disaster recovery and business continuity support for critical identified systems in advent of interruption of normal service plans through remote connectivity and/or additional specific mechanisms.
	



[bookmark: _Toc295233093]3.600.20 Description of Help Desk Support
Vendor shall provide Help Desk Support during standard CoreLink operating hours of 7 am through 7 pm Central Time, with on call or off-hours support as needed. 
“Help Desk” is defined as three levels of support:
· Tier 1 – This basic level interfaces with the users. This level is responsible for "how do I," "how can I," or "how can I correct this," questions. This level is the main communicator to the end user, they normally maintain ownership of a problem ticket until completion to ensure nothing goes unanswered, and includes answering user questions about problems with using the system. These questions may be either functional or technical in nature.
· Tier 2 – This support is provided in the event Tier 1 cannot solve the issue. Tier 1 personnel interface with the Tier 2 personnel. This is the first level of technical support. Personnel working here may manipulate data and repair damaged data. Normally communications go back to the end user through the Tier 1 personnel.
· Tier 3 – This support is for issues that cannot be resolved at Tier 2. Tier 2 personnel normally interface with Tier 3 personnel. Tier 3 personnel are the originators of the code and are responsible for corrections or additions to the code.
[bookmark: _Toc295233094]3.600.30 Documentation, Reporting and Deliverables
The Vendor shall be responsible for producing or contributing to the following documents related to this solution.
	ID
	Title
	Description

	1
	Project Management Plan
	A formal, approved document that defines how the project is executed, monitored, and controlled. The objective of a project management plan is to define the approach to be used by the Project team to deliver the intended project management scope of the project. The Project Management Plan will include the following integrated sub-plans: Scope/Change Management Plan, Cost Management Plan, Schedule Management Plan, Human Resource Management Plan, and Risk Management Plan

	2
	Communication Management Plan
	A document that describes the systematic planning, implementing, monitoring, and revision of all the channels of communication within a project and identifies the schedule, contents, purpose, and person responsible for each communication.

	3
	WBS / Detailed work schedule
	A document with analysis of the activities, tasks, and sub-tasks that shall be accomplished to execute a project.

	4
	Project Organizational Chart
	A chart showing how the Vendor’s project team is organized.

	5
	Configuration Management Plan
	A document outlining how the methodical storage and recording of all infrastructure components and deliverables during all project phases will be handled.

	6
	Use cases
	A description of a system’s behavior as it responds to a request that originates from outside of that system. In other words, a use case describes "who" can do "what" within the system in question. The use case technique is used to capture a system's behavioral requirements by detailing scenario-driven threads through the business requirements.

	7
	Technical Architecture System Design
	N/A except as Service Map for inclusion in the Service Level Agreement

	8
	Gap Analysis Worksheet
	A document describing the existing situation, gap between existing and new, and the new capabilities needed to reduce or eliminate gap.

	9
	Implementation Plan
	A document to describe for Services will be implemented and transitioned to the new platform.

	10
	Inteface Design Document
	N/A at the platform level. Required for specific Solutions.

	11
	Quality Assurance Methodology
	A document describing the methodology to provide assurance that the product-related items delivered to the customer in accordance with the established standards, guidelines, and processes.

	12
	QA Test Documents
	Document(s) that provides the scope, approach, resources, schedule and reporting of intended test activities. This document should address all categories of testing, including load and performance testing.

	13
	Responsibility Matrix and Deliverables Agreement
	A document lists all project/product deliverables and the RACI (responsible, approve, contribute, information only) roles for each deliverable.

	14
	Product User Guide
	A document with instructions on how to use the Services provided.

	15
	Product Training Plan
	A document that describes the scope, approach, resource, and schedule of training activities.

	16
	Training Materials
	Training materials as relevant to system access and processes and service desk call screening & user issues tracking.

	17
	Test cases and test procedures
	A document detailing the system test cases, including test procedures.

	18
	Test results from full and incremental system recovery
	A document containing the successful recovery test results report.

	19
	Test Results (System/Function)
	A document containing the System/Function Test results.

	20
	Test Results (Performance)
	A document containing the performance test results.

	21
	Operations Guide
	A document that provides information that is applicable to the operations of the platform, hosted and supported solutions.

	22
	Operations and Maintenance Assistance Transition Plan
	A document that describes how the system will be turned over to a new designated administrator.

	23
	Disaster Recovery and Continuty Plan
	A procedures guide to ensure appropriate disaster recovery for the specified platform and application business continuity.

	24
	Service Pilot / Proof of Concept Report
	A document stating the results of evaluation of a preliminary version of a Service in a simulated production pilot.

	25
	Status Reports, Project Status Meeting, Meeting Agendas and Minutes
	Documents that provide project status information to stakeholders.

	26
	Action Log, Issues Log, Risk Register
	A document that captures the issues, risks and actions of the project.

	27
	Lessons Learned
	A document that addresses lessons learned for the project to be updated throughout the pilot and migration.


[bookmark: _Toc295233095]3.700 Quality Assurance and System Performance
The following are descriptions of CoreLink’s Quality Assurance and System Performance needs and specifications for the Vendor’s proposed solution to deliver and fulfill; Vendor response must address each specification / need listed in the following table with its associated business rules, in detail. These needs apply to the entire Infrastructure solution.
Vendor shall describe in detail how its proposed solution meets each need. That is, Vendor’s response must demonstrate that it conforms in all material respects to each need and specification as stated, and must also demonstrate that Vendor is capable to fully perform each need:
[bookmark: _Toc295233096]3.700.10 Performance Needs and Specifications 
	Performance Specification
	Need Description

	PRM-01
	The proposed solution shall be designed to handle CPU utilization that shall not exceed seventy (70%) at peak loads.

	PRM-02
	The proposed solution shall be designed to have 99.9% or greater uptime not counting downtime for approved scheduled maintenance.

	PRM-03
	The proposed solution shall provide a list of performance metrics to track.

	PRM-04
	The proposed solution shall be designed to recover full functionality within 72 hours.

	PRM-05
	The proposed solution shall operate 24 X 7.

	PRM-06
	The proposed solution shall use as a single location to post all system and logging messages.

	
	



[bookmark: _Toc295233097]3.800 Roles and Responsibilities
Vendor shall provide and maintain the key personnel and additional staff roles it designates in its proposal, as CoreLink approves, for the duration of the approved Agreement. In the event of a transfer, departure or a promotion of key-personnel, CoreLink reserves the right to interview the replacement prior to providing written approval. Any modifications, and/or changes to key personnel, must be approved in writing, in advance by CoreLink assigned Contract Administrator, and the changed key-staff must demonstrate the appropriate skills and qualifications for the respective role, pursuant to §3.800.10, Key Personnel.
CoreLink will provide a Project Manager that will collaborate with the vendor Project Manager to ensure coordination of task efforts and scheduling. The CoreLink Project Manager with the support of a CoreLink architect, a CoreLink Solution Engineer, possible customer team members, and the CoreLink project Business Sponsor will have the approval authority on all vendor contract deliverables.
[bookmark: _Toc295233098]3.800.10 Key Personnel
Vendor shall provide enough staff and appropriate personnel, who possess ability and expertise to provide the services as described in the specifications, and shall include also not less than the following Key Staff roles with qualifications for the positions as described below:
(A) Project Manager
Individual is responsible for the coordination and completion of projects. Individual oversees all aspects of projects, sets deadlines, assigns responsibilities, and monitors and summarizes progress of projects. Individual prepares reports for upper management regarding status of projects. A bachelor's degree is expected and 4-7 years of experience in the field or in a related area. Individual is familiar with a variety of the field's concepts, practices, and procedures. Individual relies on extensive experience and judgment to plan and accomplish goals. Individual performs a variety of tasks, and leads and directs the work of others. A wide degree of creativity and latitude is expected. Individual reports to the designated CoreLink Project Manager.
(B) Systems Administrator (s): Active Directory, Microsoft Windows, Microsoft SQL Server, Office 365 Professional (including local install licenses.)
Individual installs new software releases and system upgrades, evaluates and installs patches, and resolves software related problems. Individual performs system backups and recovery, maintains data files, and monitors system configuration to ensure data integrity. Individual must have a bachelor's degree in a related area and/or 5-7 years of experience in the field or in a related area. Individual is familiar with standard concepts, practices, and procedures within a particular field. Individual performs a variety of tasks and relies on extensive experience and judgment to plan and accomplish goals. Individual works under general supervision. A certain degree of creativity and latitude is required. Individual reports to the designated CoreLink Project Manager.
(C) Other Vendor Recommended Key-Staff needed to adequately deliver the goods and services as described in this solicitation, consistent with its organizational structure.
[bookmark: _Toc295233099]3.800.20 Additional Staff
Vendor shall also provide additional staff as required to fulfill the functional and technical needs and work requirements of the Agreement, such as staff to assist key personnel with any administrative requirements, submitting the narrative and summary data reporting and fiscal reporting, system testing, or performance monitoring and reporting, and/or any other duties as required under the terms of this Solicitation and the Vendor’s organizational structure. Additional staff assignments are not considered key, but their roles are considered an integral complement to the roles, responsibilities, and abilities of the Vendor’s key-staff. Vendor shall include a detailed description of these “additional roles,” to be approved by CoreLink, and explain how these integrally supportive roles will work with the key-staff positions.
[bookmark: _Toc295233100]3.800.30 Subcontract Staff
Subcontractor (or Consultant or Co-Vendor) roles may be considered an integral complement to the roles, responsibilities, and abilities of the Vendor’s proposed key-staff and its organizational structure. Subcontractor(s) or consultants may fill a key-staff role for Vendor; however, delegation of any portion is subject to written, preapproval by CoreLink. Vendor shall include a detailed description of these roles and responsibilities to be approved by the State and explain how these integrally supportive roles will work with the key-staff positions.
[bookmark: _Toc295233101]3.900 Project Manage: Plan, Calendar and Costs
Vendor must present a project management plan, including a timeline that identifies methods, tools, and processes proposed to oversee the project described in this Solicitation. Vendor’s Proposal must (1) describe its project management plan in detail, identifying all methods, tools, and processes that it intends to use for oversight, and (2) must include a Draft-Project Plan with a Calendar and the anticipated milestones and outcomes for each of the tasks, duties, or responsibilities associated with completion.
[bookmark: _Toc295233102]3.910 Cost
The consulting and other value added service hourly rates or costs shall be listed separately by type of service. Travel and lodging expenses, if any, must be inclusive in the vendor proposed cost and are subject to CoreLink’s General Terms and Conditions for IT Goods and Services.
Vendor shall provide cost information in the following formats taking into consideration the specifications as previously defined.
Payment to Vendor will be based on CoreLink’s acceptance of deliverables to be determined on the final project plan after contract award. The cost for customization shall be detailed separately by item and cost for each base system modification, on the Vendor’s Cost Proposal form.
Vendor must list and describe any applicable proposal costs in the format listed which shall include the following:
Proposed Hosting utilization rates shall be based on actual costs. The utilization rates must be fully inclusive of all overhead cost to include:
(1) Help Desk support,
(2) Weekly full system and daily incremental Backups,
(3) Disaster Recovery,
(4) Operating System support and licensing,
(5) Security Compliance
(6) Anti-virus support and licensing,
(7) Automated dynamic latency support and configuration,
(8) Interface and network configuration maintenance,
(9) System patching as approved by the effected CoreLink,
(10) Web console or like product for customer monitoring of CPW, RAM, Storage, for real time and historical utilization reporting will be the sole responsibility of the vendor for accuracy, maintenance support, license utilization, and 99.9% availability shall be inclusive in the vendor proposed hosted rates, and
(11) Temporary Training or Test systems shall be billed at the same hosting rates as above and inclusive of all setup & support cost.
A firm fixed price for the Migration of or re-creation of Active Directory configuration. Migration of data, printer configurations and other peripherals must be addressed in the project plan.
NOTE: CoreLink reserves the option to award contracts to one vendor or multiple vendors based on a comprehensive evaluation of each proposal and best value.




[bookmark: _Toc295233103]Section 5 – Response Format
CoreLink provides a list of expected Services in Microsoft Excel spreadsheet format with this Request. Individual line items include a column for response comments. An adequate solution is expected to include the Vendor proposing a Service Level Agreement for the primary service, an approach to negotiating and formalizing additional Service agreements, a template for additional services, and discussion examples for additional defining and requesting Services for Microsoft Dynamics, Microsoft Project Server and Office 365.




[bookmark: _Toc295233104]Section 6 – Modifications;  Award of Contract


CoreLink’s Right to modify Scope or Requirements during the Proposal Process 

CoreLink reserves the right, at any time during the proposal process, to modify the scope of services and goods specified in the RFP. 

Award Criteria, Award of Contract 

CoreLink reserves the right to accept or reject any proposal, and to annul the solicitation process and reject all proposals at any time prior to award of contract, without thereby incurring any liability to the affected bidder or any obligation to inform the affected bidder or bidders of the grounds for the CoreLink’s action. Prior to expiration of the period of proposal validity, CoreLink will award the contract to the qualified bidder(s) whose proposal, after being evaluated, is considered to be the most responsive to the needs of CoreLink and activity concerned. CoreLink has the right to eliminate bids throughout the evaluation process. However, CoreLink is under no obligation to state the reasons for elimination to the bidder. CoreLink is acting in good faith by issuing this RFP. However, this document does not obligate CoreLink to contract for the supply of any products or services. 


NON-DISCLOSURE AGREEMENT

This Non-Disclosure Agreement (“Agreement”) is made on _________________, 2010 between _____________________________________ and Corelink Administrative Solutions, LLC (“Corelink”) (collectively “the Parties”).

WHEREAS, the Parties wish to engage in discussions relating to, and demonstrations of, goods and/or services to potentially be provided to CoreLink, in which certain Confidential Information relating to each Party’s business and operations may be revealed, for the purpose of furthering such discussions; and

NOW, THEREFORE, in consideration of the business purposes above, and in order to protect said information and thereby preserve both party’s business, assets, intellectual property and goodwill, the Parties enter into this Agreement and agree as follows:

1.	As used in this Agreement, the term “Confidential Information” means nonpublic information that the disclosing party designates as being confidential or which, under the circumstances surrounding disclosure ought to be treated as confidential. Confidential Information includes, without limitation: negotiations relating to transactions between the parties, information about projects and promotions, trade secrets, technical information or know-how, performance or process data, cost or financial information, methods of doing business, customer or provider lists, strategic plans, marketing or business plans, or other items which are generally considered proprietary and confidential, together with any analysis, compilations, studies or other documents, whether prepared by either party or by others at its direction,, which contain or otherwise reflect such information. However, the term Confidential Information shall not include information which:
a)	is or becomes generally available to the public other than as a result of a public disclosure of the Confidential Information by the other party or any of its directors, officers, employees, representatives, agents or subcontractors (collectively, “Representatives”);
b)	is or becomes available to the other party on a non-confidential basis from a source other than either party or its Representatives, which source is not prohibited from disclosing such information by a legal, contractual, fiduciary or other obligation to either party; 
c)	is already known to the receiving party prior to its disclosure by disclosing  party;
d)	has been or is independently developed by the receiving party; or
e)	relates to the tax treatment or tax structure of a transaction.

The burden of establishing the applicability of any of the foregoing exceptions shall lie with the receiving party. 

2.	All Confidential Information disclosed (by either party to the other) shall remain the exclusive property of the disclosing party. Nothing herein shall be construed as granting any right, title or interest, express or implied, under any patent or trade secret owned by either party to the other.

3.	All Confidential Information (of both parties) will be held and treated by the other party and its Representatives in confidence and will not, except as hereinafter provided, without the prior written consent of disclosing party, be disclosed or used by the other party or its Representatives in any manner whatsoever other than in connection with the business purposes for which the information is disclosed; provided, however, that notwithstanding the foregoing, the receiving party may disclose Confidential Information to the extent that it is required to be disclosed pursuant to a statutory or regulatory provision or court order or to fulfill professional obligations and standards. Both parties agree to:

a)	treat and protect all Confidential Information it receives with at least the same degree of care it employs to protect its own confidential and proprietary information; and 
b)	share the Confidential Information only with those of its Representatives who need to know it in order to evaluate the potential arrangement and who are first informed of its confidential nature and have agreed to be bound by the terms of this Agreement.

Both parties agree to be fully responsible for any breach of this Agreement by any of its Representatives.

4.	The parties agree that upon completion of projects or termination of any contractual agreement (relating to disclosed Confidential Information), all Confidential Information disclosed (by either party) will be returned to the Disclosing Party promptly when the Disclosing Party requests the same, except for one copy thereof that the Receiving Party may retain for its records. All Confidential Information that cannot be returned or destroyed and that is retained by the Receiving Party shall continue to be subject to this Agreement.

5.	If either party or any of its Representatives is requested or required to divulge any Confidential Information, whether by oral questions, interrogatories, requests for information or documents, subpoenas, or other processes, the party receiving the request will promptly provide the Disclosing Party with written notice of any such request or requirement so that the Disclosing Party may seek an appropriate protective order or other such remedy. If such protective order or other remedy is not obtained, or the Disclosing Party waives compliance with the non-disclosure provisions of this Agreement, the Receiving Party will release only that portion of the Confidential Information as to which it has been advised by legal counsel, is legally required.  

6.	This Agreement shall inure to the benefit of and be binding upon each party and its respective successors and permitted assigns. It is further understood and agreed that no failure or delay in exercising any right, power or privilege hereunder shall operate as a waiver thereof, nor shall any single or partial exercise thereof preclude any other or further exercise thereof or the exercise of any right, power or privilege hereunder.

7.	The obligations set forth in this Agreement shall survive termination of the Agreement and shall remain in force for as long as the Confidential Information is protected by copyright, trade secret, or other intellectual property law, or a period of two (2) years, whichever is longer. 

8.	This Agreement shall constitute the entire agreement between these parties with regard to the subject matter hereof and shall supersede any prior oral or written agreements on the subject matter hereof. No modification, amendment or waiver shall be binding without the written consent of both parties. 

IN WITNESS WHEREOF, each of the parties have caused this Agreement to be duly executed by a duly authorized representative of such party and this Agreement is effective as of the date first above written.
Company						Corelink Administrative Solutions
By: 	______________________________		By: 	_____________________________
Name:	______________________________		Name: 	_____________________________
Title:	______________________________		Title:	_____________________________
Date:	______________________________		Date: 	_____________________________						
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Microsoft Office  Excel 97-2003 Worksheet


Microsoft Office Excel 97-2003 Worksheet
Sheet1

		Pg		Rank		Tag		Category		Capability		Response		Weight		Score		Observations		Comments		Analysis

		13						Scalability		Provide detailed diagrams with complimenting narrative describing the proposed processes and technical solution.

										Describe the largest production implementation by an existing customer that utilizes the proposed technical solution.

										Describe the testing methodology used in the development of the proposed technical solution (e.g. Performance, Load, Stress, Security, etc.)

										Describe the ability of the proposed solution to address capacity and scaling.

										Describe how the proposed solution will manage environments such as test, pilot, rollout, and growth rate requirements. Some of these environments may be temporary in nature, such as test.

								Adaptability		Describe the overall architectural approach utilized to design the proposed solution.

										Describe how the architectural approach and the technologies used enable solution adaptability.

										Describe the technology roadmap for the proposed solution.

										Describe how the solution will be capable of adapting to meet changing business requirements.

								Security		Describe how the solution can be deployed to provide appropriate access controls.

										Describe how the solution can be deployed to accommodate both an integrated or externalized identity access and management solution.

										Describe the ability of the proposed solution to meet federal and state regulatory requirements as required for insurance and healthcare.

		14						Availability		Describe the technologies and approach used to meet and/or exceed availability requirements.

										Describe an acceptable backup and recovery approach to meet and/or exceed availability requirements.

										Detailed availability should be based on specific Service Level Agreement and the requirements and needs expressed under the SLA items on page 17 and the OPS-7 page 18.

								Manageability		Describe the versioning and patch management process for the proposed solution.

										Describe approaches that could be implemented to provide overall performance monitoring for the proposed solution.

										Describe the Quality Assurance (QA) measures that have been or will be taken in the design, implementation, and maintenance with respect to the proposed solution.

										Describe the management and monitoring tools that are supported by the proposed solution, including help desk and possible integration with CoreLink’s current Remedy system. Help desk options may include replacement of Remedy with a more efficient and effective solution.

								Integration		Describe any standards and practices utilized to ensure interoperability of this solution within such a distributed on-premise/hosted/cloud system.

										Describe the proposed integration approach of data and security between the environments.

										Describe the flexibility of this solution to meet future integration needs.

										Describe the reporting approach for attainment of agreed upon metrics.

		14						Virtualization		Describe the nature of the proposed hosting environment

								Technical Spec		Approach to documenting and use of key artifacts within the vendor's hosting methodology

		15						Key areas		Network and connectivity

										Security

										Hosted systems

								Support		Change control

										Incident management

										Problem and Root Cause Analysis

										Configuration Management

										Hardware and software inventory controls

								Client devices		Image management approach

										Device management approach

										Conferencing resources

										Mobile and home worker support

		16						Office 365		SharePoint administration, solution design, maintenance, support

								Print		Logical device access

								Training		Ability to provide Microsoft certification-related training, development of custom training programs

								On-demand		Virtual and physical resource support for prototyping and testing (SLA service)

								General		Relationship Management approach

		16				Migration-1		Migration		The new service and base  environment shall be installed, configured and in production within three (3) months of the contract award.

						Migration-2		Migration		The initial solution including Dynamics hosting shall be complete by 1 January 2012.

						HOST-1		Hosting		CoreLink shall be the owner of all data residing on the system and archival media. Upon termination of service or the resulting contract, all data and archival media shall be returned to CoreLink and any and all data shall be permanently erased/destroyed. Vendor shall provide assistance in transitioning to a new provider or internal environment.

						HOST-2		Hosting		The Vendor shall have a minimum of two data center facilities at two different geographic locations within the Continental United States.

						HOST-3		Hosting		The Vendor shall provide data center facilities including space, power, HVAC and related physical infrastructure in a manner sufficient for proper operation of the environment within hardware manufacturer’s requirements.

						HOST-4		Hosting		The Vendor shall provide physical security to the environment that is auditable and traceable to ensure limited access to the environment.

						HOST-5		Hosting		The Vendor shall, upon request, provide access to the hosting facility for inspection by CoreLink.

						NET-1		Network		The Vendor shall identify Tier 1 Internet providers it is peered with and the location of peering points. The Vendor shall provide its Autonomous System Number (ASN).

						NET-2		Network		All external traffic in and out of the environment shall transit this connection exclusively and this connection shall be for the exclusive use of the environment.

						NET-3		Network		The Vendor shall provide VPN capability for access to environment.

						NET-4		Network		The Vendor shall implement a firewall policy that allows CoreLink or third party agent to administer it remotely, OR the Vendor shall provide read-only access to inspect the firewall configuration.

						NET-5		Network		The Vendor shall provide a Local Area Network (LAN) that does not impede data transmission.

						NET-6		Network		The vendor shall provide IP address assignments and Domain Name System services, forward and reverse, in support of address assignments.

						NET-7		Network		The Vendor shall provide an infrastructure that is IPv6 capable.

						NET-8		Network		The Vendor shall provide firewall configuration assistance in establishing all required interfaces with external systems.

						SEC-1		Security		The Vendor shall support secure provisioning, de-provisioning, and administration through Secure Sockets Layer (SSL)/Transport Layer Security (TLS) or Secure Shell (SSH).

						SEC-2		Security		The Vendor shall authenticate Administrator access through CoreLink AD (hosted at the vendor) or provide a secure, dual factor method of remote access which allows CoreLink designated personnel or third party agent of the logical partition the ability to perform duties on the hosted infrastructure.

						SEC-3		Security		The Vendor shall provide their commercial information security policies and procedures that indicate compliance with the appropriate focus on Personal Health Information confidentiatity.

						SEC-4		Security		The Vendor shall provide a “Private’ infrastructure dedicated environment.

						SEC-5		Security		The Vendor shall manage data remanence throughout the data life cycle.

						SEC-6		Security		The Vendor shall provide security mechanisms for handling data at rest and in transit.

						SEC-7		Security		The Vendor’s environment shall employ role-based security.

						SEC-8		Security		The Vendor’s environment shall support an automatic log-off after a defined period.

						SEC-9		Security		The Vendor’s environment shall produce audit reports of user and administrator activity.

						SEC-10		Security		The Vendor shall support CoreLink in the installation of any security certificates.

						SLA-1		Service Level		The Vendor shall provide a robust, fault tolerant infrastructure that allows for high availability (99.9%) Service Availability as measured by Total Uptime Hours / Total Hours within the month.

						SLA-2		Service Level		The Vendor shall provide Help Desk and Technical Support services to include system maintenance windows.

						SLA-3		Service Level		Refer to INC (Incident Management) below for distinction between Problem Management at Service Levels and Incidents.

						SLA-4		Service Level		Problem Management: The Vendor shall provide within 30 days, in writing, the description, root-cause, and final fix of any unscheduled downtime exceeding one (1) hour.

						OPS-1		Operations		The Vendor shall manage the network, storage, server, and virtualization layer, to include performance of internal technology refresh cycles.

						OPS-2		Operations		The Vendor shall perform patch management on the hosted infrastructure.

						OPS-3		Operations		The Vendor shall have established routine maintenance windows that are scheduled and communicated with CoreLink owner administrative staff. The owner will schedule application releases with the vendor as needed.

						OPS-4		Operations		The Vendor shall perform backup, recovery, and refresh operations on an industry-standard schedule / periodic basis with validation & verification emails sent to the owner of the resource. All scheduled maintenance must be exercised after normal business hours. (7:00 PM to 6:00 AM CST or weekends)

						OPS-5		Operations		The Vendor shall provide a custom webpage and associated URL that delivers:

										- Management Reports

										- Service Level Agreements (SLAs)

										- Help Desk and Technical Support contact information

										- Trouble Ticket visibility

										- Technical Resources such as Documentation, Articles/Tutorials, etc.

						OPS-6		Operations		The Vendor shall provide the following Management Reports, accessible via online interface, not later than 10 calendar days after the end of the calendar month and available for at least one year

										after creation:

										SLA:

										1. Service Availability (Total Uptime/Total Month Hours) displayed as a percentage of availability up to one-tenth of a percent (i.e. 99.9%)

										2. Report of any service interruptions, root-cause, and final fix of any unscheduled downtime exceeding one (1) hour.

										Help Desk / Trouble Tickets:

										1. Number of requests received

										2. Number of Trouble Tickets opened

										3. Number of Trouble Tickets closed

										4. Average “Mean Time to Respond” (time between ticket opened and first contact with the CoreLink)

										5. Average “Mean Time to Resolve” tickets.

										Service Utilization

										1. Storage, processor, and bandwidth utilization averaged over the month.

										Invoice/Billing

										1. Current and past Invoices available for review.

						OPS-7		Operations		The Vendor shall provide an environment that will operate 24x7x365.

						BIL-1		Billing		The Vendor shall offer visibility into service usage via dashboard or similar electronic means for historical and real time utilization.

						BIL-2		Billing		The Vendor solution shall provide for a costing strategy that is based on actual resource owner utilization. (CPW, RAM, Storage)

						BIL-3		Billing		The vendor shall provide clear and complete pricing for the proposed solution, billable monthly

						MON-1		Monitoring		The Vendor shall provide automatic monitoring and alerting of resource utilization and other events such as degradation or failure of service via a service dashboard or other electronic means.

						INC-1		Incident Management		Incident Response: Immediate restoration of Service shall be effectively managed and reported by the vendor, per each SLA.

						PROV-1		Provisioning		The vendor proposal shall address resource owner user interface access, preferably by web, to provision additional resources as needed without requiring human interaction with the Vendor.

						PROV-2		Provisioning		The Vendor designated systems administrator shall set rights for access to specific resources.

						PROV-3		Provisioning		The vendor proposal shall address the possability to use a web-based tool that allows review and management of users/groups individually and in bulk as part of the administrative package (Active Directory management in a mixed cloud/on-premise architecture.)

						ENV-1		Environment		The Vendor shall provide an environment that will operate 24x7x365.

						ENV-2		Environment		The Vendor shall provide adequate environment for the Microsoft Dynamics, Enterprise Project Management, and Active Directory needs as described, dynamically sized based on the utilization of the client.

						ENV-3		Environment		The Vendor’s environment shall scale the hardware platform and communication links responding to increased demand without fundamental architectural changes.

						ENV-4		Environment		The Vendor’s environment shall incur no additional licensing cost to CoreLink when adding planned additional capacity.

						ENV-5		Environment		The vendor shall provide ability to allow access and administer the environment using a web browser or web based utility.

						ENV-6		Environment		The vendor shall provide a user interface for end users, internal system users, managers, supervisors, and system administrators  to change the access levels specific to various internal and external end-user groups. The Vendor shall also describe any software that is required on the end users’ workstations.

						ENV-7		Environment		The vendor shall provide a solution that allows system administrators to add, change and delete agent and user profiles easily on demand.

						ENV-8		Environment		The vendor shall provide application component configuration support assistance to each application (Dynamics, EPM, etc.) at a annual firm fixed price based on vendor’s Service Definition approach

						ENV-9		Environment		CoreLink shall be the owner of all data residing on the system and archival media. Upon termination of service or the resulting contract, all archival media shall be returned to CoreLink and data on hard drives shall be permanently erased. Full cost for this effort should be factored into the vendor’s proposal.

						ENV-10		Environment		The vendor shall have the capacity to support future CoreLink needs for hosted and web enabled applications and database hosting services. This shall include capability to advise, design, build and support Microsoft Azure systems.

						ENC-11		Environment		Vendor shall provide and demonstrate adequate disaster recovery and business continuity support for critical identified systems in advent of interruption of normal service plans through remote connectivity and/or additional specific mechanisms.

		20						Help Desk		Describe your proposed approach to providing help desk support

		20						Project Management Plan		A formal, approved document that defines how the project is executed, monitored, and controlled. The objective of a project management plan is to define the approach to be used by the Project team to deliver the intended project management scope of the project. The Project Management Plan will include the following integrated sub-plans: Scope/Change Management Plan, Cost Management Plan, Schedule Management Plan, Human Resource Management Plan, and Risk Management Plan										Recommended general approach - vendors are encouraged to describe their standard set of artifacts

								Communication Management Plan		A document that describes the systematic planning, implementing, monitoring, and revision of all the channels of communication within a project and identifies the schedule, contents, purpose, and person responsible for each communication.

								WBS / Detailed work schedule		A document with analysis of the activities, tasks, and sub-tasks that shall be accomplished to execute a project.

								Project Organizational Chart		A chart showing how the Vendor’s project team is organized.

								Configuration Management Plan		A document outlining how the methodical storage and recording of all infrastructure components and deliverables during all project phases will be handled.

								Use cases		A description of a system’s behavior as it responds to a request that originates from outside of that system. In other words, a use case describes "who" can do "what" within the system in question. The use case technique is used to capture a system's behavioral requirements by detailing scenario-driven threads through the business requirements.

								Technical Architecture System Design		N/A except as Service Map for inclusion in the Service Level Agreement

								Gap Analysis Worksheet		A document describing the existing situation, gap between existing and new, and the new capabilities needed to reduce or eliminate gap.

								Implementation Plan		A document to describe for Services will be implemented and transitioned to the new platform.

								Inteface Design Document		N/A at the platform level. Required for specific Solutions.

								Quality Assurance Methodology		A document describing the methodology to provide assurance that the product-related items delivered to the customer in accordance with the established standards, guidelines, and processes.

								QA Test Documents		Document(s) that provides the scope, approach, resources, schedule and reporting of intended test activities. This document should address all categories of testing, including load and performance testing.

								Responsibility Matrix and Deliverables Agreement		A document lists all project/product deliverables and the RACI (responsible, approve, contribute, information only) roles for each deliverable.

								Product User Guide		A document with instructions on how to use the Services provided.

								Product Training Plan		A document that describes the scope, approach, resource, and schedule of training activities.

								Training Materials		Training materials as relevant to system access and processes and service desk call screening & user issues tracking.

								Test cases and test procedures		A document detailing the system test cases, including test procedures.

								Test results from full and incremental system recovery		A document containing the successful recovery test results report.

								Test Results (System/Function)		A document containing the System/Function Test results.

								Test Results (Performance)		A document containing the performance test results.

								Operations Guide		A document that provides information that is applicable to the operations of the platform, hosted and supported solutions.

								Operations and Maintenance Assistance Transition Plan		A document that describes how the system will be turned over to a new designated administrator.

								Disaster Recovery and Continuty Plan		A procedures guide to ensure appropriate disaster recovery for the specified platform and application business continuity.

								Service Pilot / Proof of Concept Report		A document stating the results of evaluation of a preliminary version of a Service in a simulated production pilot.

								Status Reports, Project Status Meeting, Meeting Agendas and Minutes		Documents that provide project status information to stakeholders.

								Action Log, Issues Log, Risk Register		A document that captures the issues, risks and actions of the project.

								Lessons Learned		A document that addresses lessons learned for the project to be updated throughout the pilot and migration.

		20						Quality and Performacne		Describe the recommended approach to managing system quality and performance										Re item 3.700.10
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