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1 Introduction

Stratacon Inc is undertaking a significant project to upgrade its processes in a number of operations.  Through the distribution of this Request for Proposal (RFP) we are asking you to study the information provided and, if you wish to pursue this opportunity, respond according to the guidelines provided in Section 4 – Response Requirements.

We are asking that you respond to Stratacon by [xxx] at 5:00 PM.  We will then evaluate all of the responses from multiple companies and decide on a short list of potential application partners that we will involve in a more detailed system design and proposal process.  By [xxx] we will notify you of your status in our decision process.

If you are not interested in participating in this opportunity please notify us immediately to avoid having us follow up with your organization.   Please delete this RFP document from your system as well.

All questions pertaining to this RFP should be directed via email to:

Chris Wild

Chris Pollock
Vice President of Operations
-- or --
Director of IT
cwild@stratacon.ca

cpollock@stratacon.ca
Objectives & Process Design Principles

Overall objectives for this process are to quickly implement a system which
· Improves client satisfaction by improving time to acknowledge and time to resolve work items
· Increases field and project staff efficiency

· Increases worker accountability

· Provide 360-degree visibility to dispatch, operational staff and management of what needs to be done when and by whom

· Improve timeliness and accuracy of management decision support information
· Data-link several processes to achieve efficiencies with partners, suppliers, contractors, and internal applications.

· Build a process and application infrastructure that prepares Stratacon for continued growth.

Preference will be given to systems that incorporate these design principles and concepts:
· Risk management:  Allow for control objectives to be defined, implemented and measured.  General controls, application, project and security control mechanisms will all be in scope.

· Data Integrity: Capture data at points that will ensure the best accuracy, completeness and timeliness – and is most cost effective to maintain over its lifecycle.  Build in appropriate edits, audits and logic to ensure data maintains its integrity and is adequate to process any transaction from beginning to end.  Capture the data once and share it with all distributed processes and systems for maximum efficiency. 
· Extensibility and Data Access: Open, easy to access and easy to understand data model built on common database architectures such as SQL server or that natively include a variety web services for data access.  Stratacon will likely read & write from & to the data store to extend the functionality of the application of provide supplementary business logic that the application otherwise does not have.
· Automation: Support of user-defined scheduled tasks and or/batch jobs and composite procedures that can be initiated by either data events or calendar events occurring, independent of any client application running within the context of a user
· Parameterarization: Utilize a high degree of user-definable variables at all levels in the data structure that allow the system to be flexibly reconfigured as business rules change with minimal custom coding required .  Stratacon will evaluate the ease of mapping logical business rules that individuals use to manage the day-to-day transactions to the system, as well as the ability to utilize them to automate processes
· Flexible Reporting: 3-4 levels of reporting using a variety of tools.  This includes on-line inquiries that generate ad hoc on-screen reports or user definable printed reports based on predefined data relationships, saved as user-profiles to run again quickly. Reports should be easily converted to graphics or raw data if appropriate.  Reports should range from high level summary management decisions support and control to detailed transactional reports.
· Scalability:  This not only refers to the ability of the architecture to support a large of amounts of data (as most built on common relational database server architectures will), but instead focuses on processes and analytics that embrace the concept of management by exception.  For example: any activity, transaction or metric that exceeds a predefined threshold should immediately create log entries, generate reports, send emails, or otherwise set off alarms to appropriate personnel.  The nature of the automated system response should be based on the importance to the business.  The ability to drill down to determine what caused the notification is also inherent in the concept.  
2 Stratacon Overview
Stratacon has been in business since 1997 and is Canada’s leader in multi-residential utility sub-metering and billing services.   We operate primarily in Ontario and Alberta, and may entertain opportunities in other jurisdictions in the future.

We have achieved our leader status by providing effective turn-key utility billing and collections services to our clients, who are typically residential rental property owners and condominium corporations.  To facilitate this, Stratacon supplies, installs, operates and manages a large fleet of electrical, water, gas, and heat meter hardware in hi-rise residential complexes.  The metering systems deployed are a heterogeneous mix of technologies, which in aggregate require a wide variety of communications topologies, protocols, and media to automatically transmit their data payloads to a central hub every single day.  

Stratacon also provides billing, collections management, and resident call-centre services, and currently manages over 15,000 accounts distributed across several hundred properties.  Growth plans for the next 12 months include acquiring another 30,000 accounts with even greater account acquisition rates in the following years.  Typical contract length is 10 years with a high likelihood of renewal, and Stratacon is typically responsible for the maintenance and recertification of the equipment during this time.
If Stratacon’s metering function is any way compromised, it quickly dominos to every other aspect of the business, delaying bill production and resultant cash flows, creating backlogs, leading to inaccuracies, generating angry resident calls, and quickly eroding property owners confidence in Stratacon.  Just as a solid foundation is required to build a sound structure, a prerequisite for Stratacon’s success depends largely on the foundation of maintaining the integrity, availability, and confidentiality of its meter data.

Another important dynamic unique to Sub-Metering is that residents, who are the recipient of and pay Stratacon invoices, are not the ones who contract Stratacon, although they can exert considerable pressure on property owners and condo board members if dissatisfied.
Today, Stratacon is comprised of the following employees that may directly or indirectly interact with: 

· Field Service Technicians

· Lab Technicians

· Contract Electricians

· Project Managers

· Administrative Support

· Information Technology

· Billing

· Customer Service

· Client Management

· Executive

· Sales & Marketing

Sources of work to be managed will come from 3 main areas:
1. Project plans

2. Scheduled maintenance

3. Ad-Hoc , unscheduled work

Work is typically billed to one of 3 entities:

1.  Directly invoiced to the client

2. Applied to a project

3. Applied to general overhead expenses

The following diagram illustrates the general entities required to be represented and a very simplistic workflow.  This is by no means to be considered absolute but rather the provide context as to the Stratacon’s general expectations.
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3 Response Requirements

Stratacon is taking a modular approach to the improvement of its operational processes.  This is being done to avoid “Scope Creep”, where a large and complex implementation would be too expensive and involve months of study, design and rollout.  Stratacon is a small company with limited resources that nonetheless must upgrade its operational infrastructure to meet our plans for future growth.

Sections 1 – 3 of this RFP are for information purposes only and do not require a specific response.  Your company can provide information regarding how your application or services will support our objectives and operations.  We will be looking for a close match between your operations and ours in terms of management philosophy, objectives and long-term partnership.  Please do not send any sales brochures or demo software, provide all necessary details in your response.  .

For the purposes of this RFP we are concentrating our efforts on our Field Services/Work Order management operations.  We will ask you to focus your responses on the detailed process support that we have outlined in Section 5 – Field Services Management/Work Order Overview.   We will evaluate your company based on any software applications that you can offer to support our other processes but our critical requirements today have to do with our field services operations and  
Section 5 contains a table with 3 columns - requirement number (REQ#), description of the functional requirement and code.  We expect you to complete this last column by entering a number that relates to the support your application can provide.  The codes are defined in the table below.  

	Code
	Description of Functionality Support

	1
	Compliant out of the box, no modifications required.

	2
	Compliant with minor modifications to either software or process.

	3
	Non-compliant but functionality available in next software version.  Please include information on when the next version will be released.

	4
	Non-compliant but can be accomplished via custom programming

	5
	Non-compliant, is not supported, is not planned in future versions or unlikely to accomplish via custom programming.


It is important that you complete the codes accurately – please do not apply them aggressively.  We do not want to discover that a particular function is not compliant out of the box, after you have stated that it is.  A long-term partnership must be based on mutual trust and integrity.  

Section 6 outlines our request for an approximate estimate in cost and implementation time.  We realize that a detailed estimate at this time is not possible.  Much more work in process and system design needs to be done with our ultimate application partner before an accurate project budget can be established.  We would like you to provide an approximate estimate, in both dollars and time, to help us set our expectations appropriately and budget properly.

Evaluation of Responses

Primary Scoring

Using the codes provided in Section 5, Stratacon will consolidate all responses into a simple matrix. The codes are weighted, 1 being more important than 5, to help determine which supplier can meet the majority of requirements out of the box with little modification required.  Each individual requirement is also weighted from 1-10, with 1 being critical to our operations and 10 less so.  

The combination of each of these in a matrix will quickly drive out an overall score for each company responding to this document.  Those scores should closely reflect the potential partners who can meet the majority of our requirements with a minimum of customer programming.

Additional Considerations

Additional factors in our decision process, in no particular priority, are:

· Ability of the company to provide applications that support multiple Stratacon processes.  This will reduce the number of applications to support and the software interfaces that will need to be built.

· Software design that allows for web-enabling transactions and reporting.

· Software design that allows functional staff the flexibility to make changes without the involvement of IT staff.  This can be done through business rules or simple programming changes.

· Detailed information on your key application features and benefits that relate directly to Stratacon processes and are quick, simple and can be web enabled.

· Demonstration of experience in dealing with companies of Stratacon’s size and operational complexity through customer examples and references.

· Approximate estimates in cost and implementation time.

· The availability of a Canadian or local presence to assist us in the implementation of a chosen application.  This can either be a regional office close to us or supported via a fully authorized and recognized VAR.

Field Services/WOrkorder Management
The processes described in this section should not be considered to be comprehensive or complete.  We are looking for standard functionality inherent in any well designed Workorder Management System (WMS).   We have tried to identify some unique or critical process requirements in the tables below to ensure that the selected application can support our operations.  We will engage in more detailed process mapping at a later date with potential partners from our short list.

In the table below we ask that you complete the last column by entering a number that relates to the support your application can provide.  The codes are defined in the table below.

	Code
	Description of Functionality Support

	1
	Compliant out of the box, no modifications required.

	2
	Compliant with minor modifications to either software or process.

	3
	Non-compliant but functionality available in next software version.  Please include information on when the next version will be released.

	4
	Non-compliant but can be accomplished via custom programming

	5
	Non-compliant, is not supported, is not planned in future versions or unlikely to accomplish via custom programming.


Please review the individual requirements within each section and apply the appropriate code.  The proposed Stratacon Work Order application is referred to as WMS.  Please feel free to add comments in the Description field regarding any needed clarification or to highlight a particular feature and benefit of your application.  Please also feel free to offer your opinion regarding our proposed requirements and suggestions on how to improve them.   We are more than willing to accept criticism and ideas that will improve our operations.

3.1 Interfaces/integration points/User Views
	REQ #
	Description
	Code

	5.1.1
	Machine to Machine (M2M) inputs
-Web services and documented APIs preferred
-Enter data directly to create workorders and fire all associated triggers
	

	5.1.2
	Machine to Machine (M2M) output

-Web services and documented APIs preferred

-GL Coded costing data to financial system
	

	5.1.3
	Output: To email system: 

-user configurable subscriptions to various alerting levels 
Updates, web linkbacks to work items, 
	

	5.1.4
	Input from emails:
append to notes by responding to emails

generate new work items from email?
	

	5.1.5
	External calendaring sync (Exchange Server, BES)
	

	5.1. 6
	Mobile phone integration:  ability to update workitem notes and statuses from data-enabled smartphones
	

	5.1.7
	Automatic Long/Lat GPS updates to resources from mobile phones
	

	5.1.8
	Visual location mapping of resources using Google maps or other mapping software
	

	5.1.9
	Worker views & manipulation of  daily task based dashboard, calendar, prioritized task list
	

	5.1.10
	Dispatcher views & manipulation of ‘master’ calendar of unassigned recurring tasks, all scheduled, unscheduled items, drill down to resource schedules,
	

	5.1.11
	Management: dashboard with user definable performance metrics such as total worker utilization and costing reports
	

	5.1.12
	Administrative: global system settings including user setup, security controls
	


3.2 Workorder items/workflow management
	REQ #
	Description
	Code

	5.2.1
	Workitems can be generated from various sources (see interfaces above)
· ad-hoc, user direct entry in UI 

· project management system, project tasks
· recurring maintenance/master calendar
	

	5.2.2
	Essential Data Points required:
· work order Description, requirements
· Workaround notes

· Resolution notes

· Linked to (multiple work orders)

· Priority

· Impact

· Due Date/ Deadline

· Estimate (Original, Current)

· Current State

· Multiple document attachments

· Work item current assignee, primary contact

· Workitem request source

· Work item resources assigned

· Work item resources consumed

· Workitem field worker notes

· Workitem history

· UDF: ProjectID 

· UDF: ADM object ID
· UDF: billing customer account num
· Billed to code
	

	5.2.3
	Current State items must be definable by Stratacon and can be used to control workflow.  At a minimum, states must be:
· Open

· Resolved

· Closed
	

	5.2.4
	Control point: work item history must track all changes to all fields, timestamped with usernames who committed the changes
	

	5.2.5
	Resources allocated to work items should have their availability to the pool updated accordingly whenever a resource change is made
	

	5.2.6
	Business rule/control: work items can only be resolved by the party that generated them
	

	5.2.7
	Data structure/hierarchy: Logically grouped and reported on by projectID
	

	5.2.8
	Logically grouped and reported on by clientID
	

	5.2.9
	Business rule/control: Ability to assign multiple dispatch staff to serve as item triage, initiating work orders, assigning resources, and approving change requests
	

	5.2.10
	Business rule/control: Work items can be re-opened from a closed state
	

	5.2.11
	Work items can reference each other, link to each other
	

	5.2.12
	Workers can request reassignment, calendar changes
	

	5.2.13
	Work items can be optionally assigned to a worker to provide an estimate before the work itself is finally assigned.
	

	5.2.14
	Work items subject to change control process and approvals
	

	5.2.15
	Customizable workflow logic
	

	5.2.16
	Multiple department within same instance of DB, each with unique:

· Workflow processes

· Master calendars/schedules

· Workitems

· Resource pools

· dispatchers
	

	5.2.17
	Interdepartment workorder assignment (if 5.2.16 is available)
	

	5.2.18
	Scheduled items on master calendar prompt dispatcher to assign them as workitems before they come due, high level of visibility to upcoming scheduled tasks on master calendar
	

	5.2.19
	General Ledger code management & codes can be attached to consumed resources on work items for import into external GL
	

	5.2.20
	Documents attached to work items (from other systems)
	

	5.2.21
	‘Master’ calendars for each department scheduled maintenance items that are not yet workitems
	

	5.2.22
	Contractors and sub-contractors: ability to assign workitems and push via email without requiring a full user to be defined in systems – ability for contractors to respond to workitems directly from email.
	


Resources
	REQ #
	Description
	Code

	5.3.1
	Can be
· Internal employees

· External Contractors

· Shared things: i.e. equipment, meeting spaces,
	

	5.3.2
	Essential data points
· current location

· Current availability

· cost per unit of time (hourly, yearly, monthly, weekly)

· if worker: Skills 

· infers global skills tracking

· if worker: Certifications 
· infers global certification and job class tracking

· Worker job class/level

· Certifications required for level
	

	5.3.3
	Skills tracking essential data

· Skill code

· Skill name

· Certifications/training completed required (Multiple)

· Certifications required

· Certification/training expiries
· Skill competence level (numerical rank)
	


3.3  Reporting

	REQ #
	Description
	Code

	5.4.1
	Timesheets
	

	5.4.2
	Project costs, baseline & revised
	

	5.4.3
	Estimate accuracy analysis
	

	5.4.4
	Resource utilization by resource
	

	5.4.5
	Workorder analysis: late/overdue items, reworked items, underestimated,
	

	5.4.6
	Report on workitems filterable/sortable/groupable by:
· Project

· Client

· Resource/person

· Status

· Due date

· Start date

· department
	

	5.4.7
	GL codes 
	

	5.4.8
	
	


3.4 Costing
	REQ #
	Description
	Code

	5.5.1
	Time and materials
	


3.5 Technical

	REQ #
	Description
	Code

	5.6.1
	Direct Linkage to external email system (Exchange server for calendaring, tasks)
	

	5.6.2
	LDAP/AD integration for SSO
	

	5.6.3
	Built on SQL Server
	

	5.6.4
	Makes use of well documented web services  for external I/O and integration
	

	5.6.5
	Data Dictionary/data model documented and available to Stratacon
	


Project Estimates – Cost & Time

Please provide an approximate estimate for the implementation of your application that meets the requirements detailed in Section 5.

· Application Cost – Provide the cost of any licenses, server and client.  Outline any discounts for multiple licenses if applicable.  Any monthly costs if the application is to be offered as a service (SaaS) is to be 
· Support Costs – Provide the cost for yearly support and upgrade coverage.  Provide a description of how support costs are calculated (i.e. % of total application cost, cost per user, support options such as 7x24 or 5x12, support services provided via phone or web, etc.)

· Consulting Costs – Provide your standard rates for consulting for implementation services such as custom programming, creating application interfaces or process integration. 

· Project Implementation – Using your experience with similar implementations, of our size and level of complexity, what should our expectations be in terms of total project implementation time. Provide details on what planning we should include for detailed process design, application design, data clean up, technology integration and testing.

· Platform Requirements – Include your platform requirements where appropriate to support your application.  Include both server and desktop (client) requirements as well as operating systems and any other necessary software programs.
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