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INTRODUCTION AND BACKGROUND

PURPOSE OF THE REQUEST FOR PROPOSAL

Alternatives, Inc. is seeking comprehensive managed infrastructure and network services.  The winning vendor will provide 24/7 hardware (server, desktop/laptop), network, and software support and monitoring, help-desk, back-ups, remote access support, website maintenance, email maintenance and support, inventory control and management (hardware and software), security, and disaster recovery.  
The winning bid will also, ideally, include the ability to maintain our proprietary client database (Microsoft Access front end with SQL back end).  This will be broken out separately from the managed services, and we reserve the right to award the (1) managed services and (2) database maintenance to either the same or different vendors.  A bidder may bid on either the managed services component or the application support component, or both of them.  If bidding on both, please make sure the pricing models for each are distinct so we can effectively evaluate all bids.
The overall goal of this RFP is to procure comprehensive, reliable, timely, proactive IT management and support that will promote the mission of Alternatives in serving individuals, families, and community

AGENCY BACKGROUND
Alternatives, Inc. provides comprehensive and creative programs for young people and their families residing on the North side of Chicago.  Our mission is to facilitate personal development, strengthen family relationships, and enhance the community’s well-being.  Programs include counseling, after-school academic and arts programming, summer activities, youth employment skills training, and school partnerships.  Alternatives, Inc. also facilitates community development efforts involving teens and adults to expand local resources for youth.  We work with a network of more than 100 organizations including schools, hospitals, police stations, congregations, local businesses and other not-for-profit agencies to advocate on behalf of youth.  We cultivate the power of choice so our young people can discover their future.  Our programs provide a means for young people to develop self-awareness and enhance self-empowerment.
ADMINISTRATIVE

TECHNICAL CONTACT

Any questions concerning technical specifications or Statement of Work (SOW) requirements should be directed to:

	Name
	Bruce Woll

	Phone
	(773) 506-7474, ext. 212

	FAX
	(773) 506-9420

	Email
	bwoll@alternativesyouth.org


CONTRACTUAL CONTACT

Any questions regarding contractual terms and conditions or proposal format should be directed to:

	Name
	Saralyn Peritz

	Phone
	(773) 506-7474, ext. 205

	FAX
	(773) 506-9420

	Email
	speritz@alternativesyouth.org


PROPOSAL SUBMISSION

Please submit electronic copy of your complete proposal, including all attachments, to:
Saralyn Peritz

Alternatives, Inc.

4730 N. Sheridan Rd.

Chicago, IL  60640

speritz@alternativesyouth.org
All submissions must be received by the due date below.

DUE DATES

All proposals are due by 9:00 AM Central Time on Monday, October 11, 2010.  Any proposal received after the required time and date specified for receipt shall be considered late and non-responsive.  Any late proposals will not be evaluated for award. 

ORIGINAL SIGNATURE

A cover letter, signed by either the owner of the company, sole proprietor, or other representative authorized to bind the Vendor, must accompany every Response to the RFP in order for it to be considered.
PRESENTATION/INTERVIEW

Alternatives, Inc. may ask a Proposer to come in for a presentation or interview.  If an interview is requested, the proposed key project staff, as identified in the Proposal, must be in attendance.

SCHEDULE OF EVENTS

	Event
	Date

	1.  RFP Distribution to Vendors 
	September 21, 2010

	2.  Proposal Due Date
	October 11, 2010 

9:00 AM CT (i.e., start of business)

	3.  Final Vendor Selection Discussion(s)--Week of
	October 25, 2010

	4.  Anticipated decision and selection of Vendor(s)
	November 8, 2010

	5.  Anticipated commencement date of work
	November 28, 2010


GUIDELINES FOR PROPOSAL PREPARATION

PROPOSAL SUBMISSION

Award of the contract resulting from this RFP will be based upon the most responsive Vendor whose offer will be the most advantageous to Alternatives, Inc. in terms of cost, functionality, and other factors as specified elsewhere in this RFP. 

Alternatives, Inc. reserves the right to:

· Reject any or all offers and discontinue this RFP process without obligation or liability to any potential Vendor,
· Accept other than the lowest priced offer,
· Award a contract on the basis of initial offers received, without discussions or requests for best and final offers, and
· Award more than one contract.
Vendor's proposal shall be submitted in several parts as set forth below.  The Vendor will confine its submission to those matters sufficient to define its proposal and to provide an adequate basis for Alternatives’ evaluation of the Vendor’s proposal.

In order to address the needs of this procurement, Vendors may choose to work cooperatively to present a fully integrated solution.  Vendor team arrangements may be desirable to enable the companies involved to complement each other's unique capabilities, while offering the best combination of performance, cost, and delivery for provision of both the management services component and the database maintenance component being provided under this RFP. Alternatives, Inc. will recognize the integrity and validity of Vendor team arrangements provided that: 

· The arrangements are identified and relationships are fully disclosed, and 
· A prime Vendor is designated that will be fully responsible for all contract performance.
Vendor’s proposal in response to this RFP will be incorporated into the final agreement between Alternatives, Inc. and the selected Vendor(s).  The submitted proposals are suggested to include each of the following sections:

1. Executive Summary

2. Approach and Methodology
3. Management Deliverables and Reports
4. Detailed and Itemized Pricing

5. Appendix: References

6. Appendix: Project Team Staffing

7. Appendix: Company Overview

The detailed requirements for each of the above-mentioned sections are outlined below. 

DETAILED RESPONSE REQUIREMENTS

EXECUTIVE SUMMARY

This section will present a high-level synopsis of the Vendor’s responses to the RFP. The Executive Summary should be a brief overview of the engagement, and should identify the main features and benefits of the proposed work.

APPROACH AND METHODOLOGY

Proposer must respond to each task/deliverable in the Scope of Work section and include:

· The Proposer’s overall  support strategy/philosophy

· The approach Proposer will take to carry out the work objective

· Alternatives, Inc. currently has an on-site staff person who handles all the work that is included in this proposal.  Discuss how you address the “culture shift” that will be caused by changing our support model.

· Assumptions, i.e. requirements, risks, and expectations used to develop the proposal

· An explanation of the problem reporting and resolution process that describes the Proposer’s support plan, including tiers, reach-back capability, service levels, the person(s) authorized to close problem reports, etc.

MANAGEMENT DELIVERABLES AND REPORTS
Include descriptions of any reports used to summarize and provide detailed information for managed services customers.  Include sample reports as attachments to the proposal to provide an example of the types of reports that will be provided for this engagement.
DETAILED AND ITEMIZED PRICING

Include a fee breakdown based on your pricing model.

· What is the pricing model?  Fixed fee, hourly rate, hybrid, other?

· What services are included in the pricing?  Address specifically the following (and feel free to include anything not included in this list):
· On-site time
· Help-desk support

· Response time/problem resolution time
· Travel time
· Vendor management

· Training
· Regular in-person business review
· Regular reporting on system health in business terms
· Response to major system problems or outages

If providing a proposal for supporting our client database, provide complete pricing information for this as well.  Information should include:

· Cost of maintaining the current system

· Cost of user support of the system

· Cost of generating special-request reports

· Cost of maintaining system documentation

· Cost of system modifications, based on on-going requests

APPENDIX:  REFERENCES

Provide three current corporate references for which you perform similar work.  At least one of the references should be comparable to Alternatives, Inc. in size and requirements.  It is also advisable to include at least one nonprofit social service agency, if you have any such clients.
APPENDIX:  STAFFING

Include biographies and relevant experience of key staff and management personnel.  Describe the qualifications and relevant experience of the types of staff that would be assigned to this project by providing biographies for those staff members.
As a youth agency, we require background checks on any individuals who may routinely work on-site.  We will collect information on whoever is assigned to our site, including finger-printing, and their information will be forwarded to the State of Illinois for sex offender clearance, CANTS, Illinois State Police, and FBI clearances.  Vendor will not incur any costs other than their own staff time for this vetting process.

Please describe bonding process and coverage levels of employees.  Affirm that no employees working on the engagement have ever been convicted of a felony.

APPENDIX:  COMPANY OVERVIEW

Provide the following for your company:
· Official registered name (Corporate, D.B.A., Partnership, etc.), Dun & Bradstreet Number, address, main telephone number, toll-free numbers, and facsimile numbers.
· Key contact name, title, address (if different from above address), direct telephone and fax numbers. 
· Person authorized to contractually bind the organization for any proposal against this RFP.
· Brief history, including year established and number of years your company has been offering managed services and/or applications support. 

· Disclosure of any actual or potential conflicts of interest and any pending lawsuits.
EVALUATION FACTORS FOR AWARD

CRITERIA

Any award to be made pursuant to this RFP will be based upon the proposal, with appropriate consideration given to operational, technical, cost, and management requirements.  Evaluation of offers will be based upon the Vendor’s responsiveness to the RFP and the total price quoted for all items covered by the RFP.

The following elements will be the primary considerations in evaluating all submitted proposals and in the selection of a Vendor or Vendors:

1. Completion of all required responses in the correct format.
2. The extent to which Vendor’s proposed solution fulfills Alternatives, Inc.’s stated requirements as set out in this RFP.
3. An assessment of the Vendor’s ability to deliver the indicated services in accordance with the specifications set out in this RFP.
4. The Vendor’s stability, experiences, and record of past performance in delivering such services.
5. Availability of sufficient high quality Vendor personnel with the required skills and experience for the specific approach proposed.
6. Overall cost of Vendor’s proposal.
Alternatives, Inc. may, at our discretion and without explanation to the prospective Vendors, at any time choose to discontinue this RFP without obligation to such prospective Vendors. 

SCOPE OF WORK
REQUIREMENTS

The company awarded this RFP will work with the Director of Operations to provide a seamlessly integrated system of support for all IT services.

Include a detailed description of each major type of work being requested of the vendor.  All information that is provided will be held in strict confidence.  The proposal should address each of the following: 

OVERALL

· Evidence that you understand Alternatives, Inc., including an understanding of working within significant budgetary constraints
· Evidence of ability to deliver on time and on budget
MANAGED SERVICES

· Describe your Service Level Agreements (SLAs)

· Our hours of operation are 8:30 a.m. to 8:00 p.m. Monday through Thursday; 8:30 to 6:00 Friday; 9:00 to 4:00 Saturday.  Describe the support model for all hours of operation.

· Emergency support options

· Is your support model all-inclusive?  If not, what is not included?

· Does in-person response, review, and other contact rotate among support staff?
· Your proposal should address all of the following:
· Server Support
· Network Support
· Desktop & Laptop Support
· Help desk support 
· Is it limited to a quota of calls?

· What are the help desk hours?  If they do not cover all our hours of operations, please describe what coverage will be provided for those hours outside of your help desk hours.
· Who can call the help desk? 

· Is help desk staff local?
· What is your average problem resolution time?
· Are help desk staff employees of the support company or sub-contracted?

· Are help desk staff full-time?

· What is the skill/certification level of first-level help desk staff?
· What happens if the help desk cannot resolve the problem?

· Vendor management
· Other User Support (not included above)
· Internet Service Providers

· Electronic Mail

· External (public-facing) Web Site

· Security of Equipment and Data

· Security Plan for Remote Processing

· Support for IT Operational Recovery Plan

· Reporting to Alternatives’ Management

· Who is responsible for managing, monitoring and responding to systems?
· Is training provided?  Is it part of the “package,” or costed separately?  If separately, please provide cost information and provide information about what kind of training you provide.

· In what instances would we incur extra costs?
· What kind of insurance coverage does the company have?  Are you willing to name Alternatives, Inc. as an additional insured?  Please include a copy of your current certificate of insurance.

· Your plan for ensuring compliance with the information security standards.  Also describe your experience working within HIPAA information security standards compliance environment.
· Explain your process for handling special requests or projects from your clients.
· Experience with not-for-profit social service agencies

· Proficiency in Microsoft

· What are the terms for canceling the support relationship?  How much notice is required?

· Your company’s onboarding plan

· What is included in your proposal?

· What is not included in your proposal?

· What are your key differentiators?

APPLICATIONS SUPPORT (for those Proposers providing a Response for support of our client database)
· Does the Vendor provide application development services?  Please describe them.

· The general scope of work for this is:

· Maintain the SQL back-engine database and the Microsoft Access 2003 front end database, including monitoring backups and providing necessary troubleshooting as necessary.

· Provide support and troubleshooting services to staff using the menus, forms, and reports.
· Provide support and troubleshooting services to those staff creating ad hoc queries.

· Create additional queries, reports, forms, and table modifications as needed.

· Provide support for carry-over services from one fiscal year to the next.

DESCRIPTION OF ENVIRONMENT AND EXISTING INFRASTRUCTURE

The following information should be used to determine the scope of this project and provide pricing for this engagement.
Alternatives, Inc. currently has between 45 to 50 staff and interns.  The number of staff varies during the year with the hiring of interns. 

Alternatives has had an on-site IT Administrator on staff working between 20 and 32 hours per week.  Backup first-level support has been provided by knowledgeable program staff. 

SERVERS

There are three servers: an SBS2008 providing email and file services using Active Directory to manage user accounts; a Microsoft Windows 2000 server hosting the company’s accounting software (Sage Fund Accounting), an SQL back engine database with an Access 2003 front-end, print services, and scan storage; a Microsoft SBS2003 server providing data storage and user account services for a Tech Center used to provide programming to client youth. 

SPECIALIZED DESKTOPS

One desktop is configured as a Windows Home Server that holds ten desktop images for re-imaging agency desktops on an as-needed basis. A second desktop is configured with Windows XP Professional and is used as the telephone message store for the Avaya phone system. 

NETWORK

The agency has two completely separate LANs, one for agency staff and one for our Community Technology Center. There is no communication (no router) between the two networks.

· Cisco PIX 501 Firewall between the agency LAN and the Internet

· Linksys Router between the Tech Center’s LAN and the Internet

· FirstComm split T1 Internet router providing data and voice WAN connectivity

· NetGear hubs on the agency LAN

· Catalyst 2960 Switch for the Tech Center

· A single wireless hub (Linksys) for the Tech Center. This hub is in use only occasionally.

PRINTERS

There are two department networked printers (leased from Imagetec, serving as printers, copiers, and scanners) plus two locally-attached printers, each shared with one other workstation, both in the front-desk area.

LAPTOPS
· One Apple PowerPC G4 used exclusively by the Connect Force program

· Ten Dell, Toshiba and HP laptops used on an as-needed basis by staff. All but one are configured with Microsoft Windows XP Pro. The recently purchase Dell Vostro 2500 runs Windows 7.

INTERNET SERVICE PROVIDER
Globalcom
EMAIL
Microsoft Exchange 2007

DESKTOPS
All Desktops are configured with Windows XP Pro and Microsoft Office 2003

SOFTWARE
· Donor Perfect Version Version 10

· Sage Fund Accounting Version 10.2

· EDataGate for Human Resources payroll

· Windows Home Server

· ShadowProtect Backup Server from StorageCraft

· Symantec End Point Protection 11.0 on all desktops,laptops, and servers except for the Windows SBS2008 primary server

· AVG 9.0 running on the Windows SBS2008 primary server

· Symantec Mail Security for Exchange 6.0 running on the Windows SBS2008 primary server[image: image1.png]
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