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Section 1: Invitation for Proposals 

Summary:  The University of Massachusetts (“UMass”, “University”) invites proposals from qualified bidders to provide Help Desk Services for its on-line learning programs for three years with three annual renewal options.  The contract is intended to begin July 1, 2008 through June 30, 2011 with provisions for yearly review and changes. The awarded contractor will establish separate sub-agreements with each University campus and external partner institutions named in this request.  The sub-agreements would detail local requirements, processes and procedures and all financial transactions between the contractor and the sub-agreement holder.
Bid Submittal and Deadline: Proposal Responses must be submitted by email only.  It is the sole responsibility of each bidder to see that their completed proposal is received prior to the bid deadline.   Late arriving bids will not be opened or recorded and will not be evaluated.                   

 

Follow the instructions herein for creating your proposal and submit it via email.  You are encouraged to email your proposal early so as to avoid network delays.  Once your proposal is received, it will be acknowledged.  Documents that require signatures must be digitally scanned and included with your  proposal (“pdf” file  format is acceptable for scanned documents).
            

All proposals, in their entirety, must be emailed to the University of Massachusetts at bidbox@umassp.edu  by 2:00 p.m. (ET) on Thursday, April 3, 2008.  The subject line must contain the words Help Desk and the RFP number UP08PC0226.
 
It is the bidder’s sole responsibility to insure that their proposal is received by the bid deadline.  
 

The following chart summarizes important dates in the administration of this bid.  

Action                                                                                         _Dates                                      

Deadline for receipt of Vendor -


Written questions via email only                           5:00pm March 19, 2008


 to procurement@umassp.edu

University Responses to Questions                                     March 24, 2008 


Deadline for submission of Completed                   2:00 pm   April 3, 2008


Proposals                                                               

Vendor Questions:  Bidders may submit questions no later than 5:00pm March 19, 2008 via  email only to procurement@umassp.edu.  The subject line must contain the words “questions” and the bid number “UP08PC0226”.  All questions will be collected and compiled and all bidders will receive a bulk email distribution of University answers to these questions.   

Contact Information:  For questions pertaining to the administration of this request, please contact via email only:


Peter Carino, Purchasing Director


University of Massachusetts President’s Office


p.carino@umassp.edu 

Bid Evaluation and Award:   All proposals which meet the requirements for RFP submittal will be evaluated via a University-led evaluation committee.  The evaluation will be based on criteria set forth in this proposal resulting in point scores for each bidder (see Section 3.5).  An award will be made to the bidder who has received the highest points.  The committee may elect to interview or meet with any bidders in order to clarify their proposal.  Top qualifying bidders may be asked to provide further demonstration of their capabilities relevant to this bid request.  The award finalized and made public after the awarded bidder completes and signs the University and Commonwealth standard contracts, agreeing to terms and conditions set forth in these agreements without exception. 
Section 2.    Terms, Conditions and Requirements Applicable to the University and external partners who are Public Agencies and/or Public Educational Institutions

2.1 Government Tax Exemption  

Payment vouchers or invoices must not include sales tax for University and Public Agencies.

2.2 Mandatory Requirements

All specifications of this RFP are mandatory unless specifically identified as “optional,” “desirable,” or in other terms indicating that the specification is not mandatory. RFP responses will not be considered unless they meet all mandatory requirements.

2.3 Order of Precedence

The following order of precedence shall govern the interpretation of any contracts entered into as a result of this RFP:

a. Terms and Conditions set forth in the University’s or Commonwealth’s Standard agreements (See Appendix A) Awarded bidders must sign agreement without exception prior to contracting).

b. This University RFP   and any subsequent amendments;

c. Bidder Response Content; and

d. Statement of Work or other ordering documents associated with a specific engagement with a Contracting Department.  The Statement of Work, when signed by both parties, will constitute a “Service Contract.

The specifications and contents of a successful Bidder’s proposal will become part of any contract awarded.

2.4  Order Procedures

Each Service Contract established as a result of this RFP shall be considered a separate Contract between the Contracting Department and the Contractor, and shall be deemed to incorporate all of the terms and conditions conforming to the University or Massachusetts or Commonwealth of Massachusetts Terms and Conditions.  Nothing contained in any Service Contract, acknowledgment, or acceptance of a Service Contract shall amend or vary the terms of the established by agreements resulting from this RFP.  Additional terms which do not conflict with the University’s or Commonwealth’s Terms and Conditions, the Massachusetts Standard Contract Form, RFP UP08PC00226  and any amendments, or the Bidder Response, may be included in a Service Contract.

2.5  Proposal Acceptance Period

The Bidder’s proposal must remain in effect for at least 120 calendar days from submission of the proposal.

2.6  Publicity

Any Contractor awarded a contract under this RFP is prohibited from selling or distributing any information collected or derived from the Contract, including lists of participating Entities, Commonwealth employee names, telephone numbers or addresses, or any other information except as specifically authorized by the University or partner institutions. 

2.7  RFP Cancellation

University retains the right to cancel this RFP, or any portion thereof, at any time prior to the execution and approval of a contract.  If this RFP is canceled, all Responses received in response to this RFP will be rejected.

2.8  Submitted Responses

The University shall be under no obligation to return any Responses or materials submitted by a Bidder in response to this RFP.  All materials submitted by Bidders become the property of the University and the Commonwealth of Massachusetts and will not be returned to the Bidder.  The Commonwealth reserves the right to use any ideas, concepts, or configurations that are presented in a Bidder’s Response, whether or not the Response is selected for contract award.

2.9  Required Bidder Signatures

All bidders must execute (Sign in blue ink) and return the following forms, which are found in Appendix A: “Required Forms and Signatures”.  If your are awarded this bid, the University, and Commonwealth Public Educational Institutions require agreement with and signatures on Contract for Services Forms at the time of bid award.  Failure to agree without exception to the terms and conditions of these forms may prevent the award to the contractor.
FORMS WITH REQUIRED SIGNATURES:



Bid Offer and Proposal         


(Required with bid submittal)



Anti-Collusion Certification    

(Required with bid submittal)



Affidavit of State Tax Compliance

(Required with bid submittal)



Massachusetts Employment Security Law
(Required with bid submittal)



W-9 Taxpayer Identification 


(Required with bid submittal)



University Contract for Services 

(Required at time of Bid Award)



Commonwealth Standard Contract Form
(Required at time of Bid Award)

Section 3: Proposal Instructions 
3.1 Page Limits and Organization 
Respondents must submit a complete and concise response to the RFP. Unnecessarily elaborate proposals are not desired. Client may elect to not evaluate proposal descriptions longer than 50 pages (25 double sided) in length. Font size must be no smaller than 10 cpi. Some reasonable allowance may be made for proposals including graphical presentations or using double space presentations. Past experience summaries may not exceed ten pages in length. Client requests that the proposals be organized in the order outlined in this RFP. Proposal must include a statement as to the period of time the proposal remains valid, a minimum of 90 days. 
3.2 Proposal 
Responses to describe the services that will be provided to accomplish each of the required services noted in Scope of Work. 

3.3 Responses to Required Information 
Offerors are required to respond to each of the required services by number as indicated in the Scope of Services Requested.   Unclear, ambiguous statements such as “all reasonable effort to provide” must be avoided. Failure to address any of the requirements will be subject to response to rejection and/or misinterpretation. Inability to meet any specified requirements must be so stated and thoroughly explained. 

3.3 Project Completion Schedule
Project completion schedules shall be mutually agreed upon as project planning is discussed. 

3.4 Descriptive Pages and Brochures
All standard descriptive information pages and brochures should be submitted in a section titled “APPENDIX B .” 

3.5 Evaluation of Proposals
The following are general factors to be used to evaluate each proposal and determine which proposal will be awarded the contract. They are not necessarily listed in order of importance. 

While costs will be considered in the selection, a strong emphasis will be placed upon the review team’s judgment of which proposal is most likely to be successful in achieving the expected outcomes. Judgment will be primarily based on the following criteria, but not limited to: 

1. Completeness of the proposal, including adherence to the directives of this bid; 

2. Likelihood that proposed methodology will accomplish expected outcomes; 

3. Demonstrated experience, particularly in the firm’s familiarity with a project of this scope as generally outlined in the RFP and as evidenced in reference checks.
4. Ability of the firm to perform successfully under the terms and conditions of this bid and the ensuing contract, including demonstrated capacity to scale during peak loads; 

5. The integrity, past performance, and technical resources of the firm; and staff availability and their experience. 

6.  The quality of the vendor’s searchable knowledgebase and overall depth of expertise within the knowledgebase.
7.  Total cost of proposed services.
Section 4.0: Scope of Services Requested 
The University of Massachusetts System (UMass) and partner institutions are jointly requesting qualified prospective firms with proven experience to submit proposals that best understand, describe, and conceptualize the provision of a Help Desk Service for its all or parts of its organization. The Contract will be for three years with three annual renewal options.  The contract is intended to begin July 1, 2008 through June 30, 2011 with provisions for yearly review and changes. Each client entity within this purchasing consortium would enter into a sub-agreement under the terms of the master contract.  The sub-agreements would detail local requirements, processes and procedures and all financial transactions would be between the vendor and the sub-agreement holder.  
4.1 Background 
The University of Massachusetts System (www.massachusetts.edu) comprises five campuses, UMassOnline and the President’s Office. The campuses are located throughout the Commonwealth and include:

University of Massachusetts Amherst

University of Massachusetts Boston

University of Massachusetts Dartmouth

University of Massachusetts Lowell

University of Massachusetts Worcester (Medical)
Additionally, other higher education institutions in the state are participating in this Request for Proposals with the intention of contracting for help desk services through the same contract as appropriate per each institution.  We consequently are seeking a contract that is extensible to the 24 other public higher education institutions as well as four private colleges that are part of our Blackboard Vista consortia such that any of them can opt in.  Several have already expressed interest in doing so, including:

Quinsigamond Community College (public)

Salem State College (public)

Massachusetts College of Art (public)

Emmanuel College (private)

Simmons College (private)

Wentworth Institute of Technology (private)

Wheelock College (private)
Institution Organizational Structure 
Information Technology is decentralized across UMass. The Vice President for Information Systems and the University Information Technology Services system office (UITS) are responsible for operating the central PeopleSoft HR and Finance deployments, wide area networking infrastructure, and PeopleSoft Student for three of the five campuses (Boston, Dartmouth and Lowell).   

The individual colleges each have their own IT Departments which are responsible for (maintenance and operations of the) college servers, desktops, local networks, office applications, instructional computing, and associated applications.  At Amherst and Worcester, the campus IT Departments are also responsible for operating their PeopleSoft Student installations.  
Distance learning at UMass is conducted as a partnership between the campuses and the President’s Office division called UMassOnline.  UMassOnline and UITS support the shared e-learning systems – Blackboard Vista and Wimba Live Classroom – that are used for all distance learning programs and courses.  Additionally, all but the Amherst campus use these shared systems to support web-enhanced courses as well.  At Amherst, web-enhanced courses are offered via a separate, campus-based installation of Blackboard Vista, locally known as SPARK.  Other ancillary instructional technology tools are also in use across the system and would require support such as wikis, blogs, assessment tools and others.  
Other participating institutions have unique structures of their own.  All the institutions specifically listed in Section 4.1 utilize Blackboard Vista as their primary learning system but have SIS systems that include Banner, Datatel, Jenzabar, and PeopleSoft.  Other public institutions within the state generally utilize a variety of Blackboard products for their learning systems and a similar range of SIS systems.  
4.2 Minimum Requirements 
1. The Vendor is required to have a minimum three years experience serving institutions of higher education, as well as experience supporting PeopleSoft and Blackboard Vista. 

2. Vendor is required to have demonstrated expertise in PeopleSoft and PeopleSoft Self-Service on staff and be able to demonstrate significant capability to support Client community effectively. 

3. Vendor is required to have demonstrated expertise in Blackboard Vista on staff and be able to demonstrate significant capability to support Client community effectively. 

4. Vendor is required to have certified experts in Microsoft Office, Microsoft XP, Microsoft Vista, Outlook/Exchange, Apple operating systems, internet browsers and web-based email.   

5. Vendor is required to have a demonstrated commitment to and processes for protecting data security including compliance with federal and state statutes and regulations as well as client policies.  This includes but is not limited to FERPA, HIPPA, and MGL Ch 93H.
6. Proposed Vendor help desk service and call center(s) must be located within the United States and remain within the United States throughout the duration of the contract.

4.3 Statement of Work 
There are three proposed categories and three proposed modes of service for Help Desk services 
Categories of Support:

Category One - Online learning student and faculty help. This category includes all students and faculty enrolled in online or hybrid courses and/or using some portion of Blackboard Vista and includes logins, browsers, email, attachments and Java as well as related e-learning applications such as Wimba, and Turnitin. 

Category Two - All students, faculty and staff using PeopleSoft Self Service and includes logins, browsers, email, attachments and Java. 

Category Three - Supported desktop applications and connectivity support requests for staff and faculty.
Modes of Service:

Mode 1 – Vendor provides a topical searchable knowledge-base for end-user self help.

Mode 2 – Vendor provides extending evening (such as 5pm to 10pm) weekend, (such as 10am-4pm) and site holiday support

Mode 3 – Vendor provides full 24-7 support

	
	Searchable Knowledge Base
	Extended Evening, Weekend, and Site Holidays Hours
	24-7

	Cat. 1 – Online Learning
	
	
	

	Cat. 2 – PeopleSoft and related web tools
	
	
	

	Cat. 3 – Supported Desktop Applications and Connectivity 
	
	
	


The Vendor will provide a system-wide help desk to answer calls, record the service request, track and monitor requests for information technology services, resolve common desktop support issues, and initiate the triaging and escalation of unsolved help desk issues to the to Client IT or online learning support team. All technical support calls into the help desk will be answered by a live technician. Service requests may also be submitted via email, web interface and web chat. Support requests will be logged by the Vendor’s help desk tracking software. The help desk accepts submissions for new service requests, software support, problem solving, status inquiries regarding prior service requests, software support, and all other Information Technology service inquires. 
The Vendor will be responsible for solving Level Zero and Level One tickets. Level Two calls will be escalated to Client IT or online learning staff as determined by the escalation process established during implementation. 

The Vendor will answer the phone calls with a “private label” help desk script, matching the name and branding preference of the relevant entity, such as the campus. The help desk will record, triage, and update the status of all service requests submitted to the help desk. As appropriate, triaged calls will be routed to Level Two support. 

Provider will take calls from Client faculty, staff, and students.  Current estimated user base sizes are provided in section 5.3. 
Vendor help desk personnel must be fluent in English and be easy to understand with excellent communication skills. 

4.4 Proposal Requirements 
The following requirements must be addressed in Vendor’s proposal:

A. Service

1. Implementing a customer-focused service philosophy
2. Provide a single point of contact for all Client-related technology issues
3. Provide and continue to develop and enhance on a regular basis on-line web-based knowledge management content that will provide self-help capability for users
4.  Meet help desk Service Level Guidelines as defined below: 

	Category 
	Performance Criteria 

	Average Speed to Answer 

Abandon Rate 
	Answered within 30 seconds 

or 

Not to exceed 5% of calls offered 

	Customer Satisfaction 
	Average of “Good” or above rating 

	Online Help Desk Tracking System Availability 
	99.96% uptime on monthly basis, excluding scheduled system maintenance and “acts of God” 

	Telephone, Web and Email system availability for the initiation of Help Desk tickets by Client constituents 
	99.99% uptime on monthly basis, excluding scheduled system maintenance and “acts of God” 


Speed to Answer herein defined as the duration of time elapsed between the first ring heard when calling the Vendor and when the call is answered by a live technician.  Other areas that may be considered as Guidelines or Reporting Metrics include first time problem resolution, call length, problem escalation and time to close.

5. Analyze Client call records and identify or recommend remedial programs to minimize or eliminate recurring problems

6. Vendor should provide tools and methodologies to analyze patterns or problem reports for management review at Client
B. Call Tracking, Reporting & Escalation

1. Provide a comprehensive web-based Help Desk tracking and reporting tool that can be accessed by Level Two support as well as appropriate and authorized individuals within Client IT and online learning staff.  Additionally, vendor must support integration with local Client ticketing systems to transfer securely ticket information.  Currently four of the five UMass campuses plus the President’s Office utilize Heat.  The Amherst campus utilizes Remedy.  

2. Record, troubleshoot, and resolve questions and issues for Client’s faculty and staff for all institution-supported/approved technology including passwords, login, network or internet connectivity, firewalls, browser, virus protection, spyware, basic email, VPN, Citrix, online course management software (Blackboard Vista), Wimba, administrative systems (PeopleSoft) and PeopleSoft Self Service, and desktop software questions. This may include reassigning and routing help desk cases to Level Two staff for resolution
3. Record, troubleshoot, and resolve questions and issues for Client’s students for all institution-supported/approved application technology issues including basic email, login, Wimba, PeopleSoft Self Service, network or internet connectivity, firewalls, VPN, browser, virus protection, spyware and online course management software (Blackboard Vista) questions. This may include reassigning and routing help desk cases to Level Two staff for resolution
4. Assign service requests to appropriate service personnel if unable Vendor is unable to resolve an issue
5. Escalate priority calls to Level Two staff per defined escalation and resolution process determined during on-site data collection phase in accordance with any Client internal Service Level Guidelines

6. Provide email status updates to the caller/end-user when new tickets are entered and again when closed by vendor staff

7. Provide monthly Help Desk reports & metrics to the Client and central office support management. These reports will include, but are not limited to, metrics on previously opened cases, new cases, closed cases, currently open cases, quality assurance survey results, speed to answer, abandon rate, and Vendor online tracking system availability in table and graphical formats. Reports will include integrated statistics across all support channels and calls as well as breakdowns by client, type of caller (student, faculty, staff) and call types (to be defined by Client and Vendor)

8. As needed the Client liaison may request management reports on specific areas of concern

9. Client retains ownership of all call data.

C. Implementation

1. Working with Client staff, implement standards for Help Desk operations
2. Provide various modes by which Client students, faculty and staff may request assistance including 

· Toll free telephone service (800 or similar number for domestic and an alternative number for international calls)
· Local extension (if supported by the phone system) 

· Web form submission 

· Email 

· Web based chat  

· Provide equal levels of support regardless of contact mode 

· Web-based self-help, documentation, FAQS 

3. Provide training of Client IT or online learning staff in use of Vendor tracking/reporting system
4. Assist in establishing communication and workflow between Vendor Help Desk and Client IT or online learning staff
5. Provide customized Client-specific support as required for Blackboard Vista and PeopleSoft Self-Service

6. Provide searchable knowledge-based repositories for Client systems including FAQS, tip sheets, how-to’s and self-help

7. Client views Help Desk data as an opportunity to:

a. Learn from student, faculty and staff technical problems and questions

b. Improve the applications. As such problem reports must contain sufficient detail so as to identify the locations or functions where users are having difficulty

c. Bring trends to the attention of Client management on a regular and frequent basis
8. Provide comprehensive co-management of the help desk operations on behalf of Client on-site IT management

9. At the close of a ticket, Vendor will provide an opportunity for customer to provide feedback.  
10. On a monthly and quarterly basis Vendor will provide a formal quality assurance and customer satisfaction process specific to Client’s population of users. Specific cases where service was not satisfactory will be identified for follow-up

11. Vendor must have a clearly articulated procedure for escalating problems through an internal chain of command. Vendor must have clearly articulated conditions under which such escalation will automatically occur.

12. Ensure that FERPA, identity management and other federal, state and client personal security and confidentiality requirements are met

13. Provide redundant systems to ensure availability including, but not limited to, the telephone system used by the Vendor and network/servers used by the Vendor ticketing and reporting system.

D. Staffing

1. Provide skilled help desk staff during a 24 hour day, 7 days a week, 52 weeks a year including site holidays

2. Provide sufficient staff to be able to handle peak demand periods such as August, January, registration periods and new technology implementations.  Have a documented process for scaling including recruitment, minimum hiring requirements, training and staff retention programs in place
3. Provide support for all process and procedural questions in addition to supporting the designated platforms. Have a demonstrated process of designating and training agents specifically on the Client processes and procedures
E. Management Responsibilities

1. Vendor must provide a named Account Manager who

a. must be available during standard business hours via email and telephone. Standard business hours are defined as 8:00 am to 5:00 pm, ET, Monday through Friday.

b. must be able to be reached for emergency purposes during off-hours via pager or cell phone

c. must have a specified individual to serve as backup during vacations and other times the named Account Manager is not available

2. Client will retain the right to approve or disapprove appointment of the Account Manager and other key personnel assigned to its account

Triaged Response Metrics:

Triaged response metrics listed in this document reflect targets and should not be construed as contractual obligations. Response time commitments do not promise a complete resolution within the stated time frames. Rather, the time commitment is intended to indicate the maximum time interval in which the customer will be contacted by the Vendor after triaging and routing the issue to either Client’s on-site representative or third party vendor that will be responsible for resolving the issue.

Client Responsibilities
1) Provide user training on Client specific applications;

2) Provide Vendor with all needed data points;

3) IT staff will be responsible for informing Vendor of changes or updates to current infrastructure and mission critical applications; and notification of scheduled maintenance and emergency servicings;
4) Disseminate Vendor contact information throughout Client’s user base;
5) Provide list of supported software applications updated on a regular basis;
6) Provide appropriate contacts and escalation process for all calls that will be referred to Client’s IT or online learning staff.

7) Provide method for Vendor to determine if users seeking assistance are legitimate members of client community.

Users seeking assistance will be instructed to call the Vendor via a unique toll-free telephone number or they may submit web-based help desk tickets via Vendor’s help desk software. If deemed appropriate by Client and if Client’s telephone system supports call forwarding features, the Vendor may also be accessible from on-campus by calling an on-campus telephone extension. This provides a transparent interface into the help desk.

Central Help Desk Call Level Chart
Level 0 - This type of call is resolved through self-service online documentation, self-help or FAQS

Level 1 - This type of call is resolved over the phone (or other medium) by Vendor staff

Level 2 - This type of call is escalated to Client IT or online learning staff as appropriate for resolution. During implementation these types of calls will be identified as Priority 1, 2 or 3 with appropriate escalation parameters. Service requests received by the help desk after Client’s normal hours with a priority lower than that of a “Priority 1” will be responded to during the next business day. The beginning of that next staffing period is considered to be time of receipt.

Emergency Ticket Processing
Emergency requests made to the Vendor will be triaged and tracked by the Vendor representative taking the call and routed appropriately if not resolved by the Vendor Representative;

The Vendor representative will notify the Vendor Shift Leader and the Vendor Manager of the emergency issue and the ticket number;

The Vendor will follow escalation procedures provided by the Client regarding the nature of the emergency including notifying the Client liaison of the ticket, scope of outage, and number customers affected;

The Vendor will be responsible for updating the Help Desk ticket regarding the status of the emergency ticket; and

The Vendor will contact the Client designated liaison regarding the status of the issue. When appropriate, regular updates will be made to Client.

Section 5: Offeror Response Format

5.1 Items To Be Addressed In Your Response To The Proposal
The response to this bid will include/address the following items so that the Evaluation Team can evaluate the firm and its capabilities in relation to the needs of the UMass System and partner institutions:

1. A letter of interest 

2. Company Information including:

a. Primary line of business

b. Length of time in business

c. Proportion of total revenue derived from Help Desk services

d. Length of time in the co-managed Help Desk business

3. Name, address, telephone, fax and email of primary contact for this proposal

4. General statement of experience providing services of similar scope and diversity with similar institutions and state systems.  
5. At least three (3) references from current customers preferably public higher education systems or institutions with similar student populations both on campus and online, and at least one reference from a former customer.  Complete client list and list of currently supported applications.
6. If awarded identify who will be the personnel assigned to this project including initial implementation personnel as well as the account manager for ongoing operations. Resumes or profiles including relevant experience of these individuals must be provided.

7. Item by item response to all items listed in section 4.4 Proposal Requirements
8. Provide a project plan for implementation

a. The vendor will describe it’s start-up methodology and the transition process from on-site Help Desk to remote Help Desk 

b. The vendor will describe its approach to integrating a remote 24x7 Help Desk with UMassOnline, UITS, and the campus IT and support departments. 

c. The vendor will describe the training process that occurs to ensure that all Help Desk staff are trained and knowledgeable regarding the technology supported by Client.

9. Vendor shall provide and describe the redundancy of their network and communication systems relating to Client constituents’ ability to place Help Tickets

10. Vendor shall provide copies of their business continuity and disaster recovery plans should the Call Center be adversely impacted by a natural or man-made disaster

11. The vendor will describe its approach to data tracking and trending including examples of reports provided to site management that provide for recommendations on remediation of support needs and issues. Vendor will provide actual sample reports from existing clients (appropriately anonymized as necessary) that provide metrics such as first contact closure rate, average speed to answer, and overall Quality Assurance ratings.
12. Vendor will provide access to relevant existing knowledgebases and/or guest access to existing client knowledgebase.  
5.2 Costs/Budget

1) Provide an itemized budget for the project. The bid quote must remain effective for 90 days after submission.

2) Proposals should provide headcount based pricing for the three categories and modes noted earlier and listed again below. Client may choose to select any, all or none of the categories. If there is preferential pricing for bundling more than one category, vendor should include that as well.  Vendor may also provide incident based pricing.  Vendor may include pricing discounts as the number of participating client campuses increases.  Client may wish to include performance based penalties and incentives in the final contract as well.
Categories of Support:

Category One - Online learning student and faculty help. This category includes all students and faculty enrolled in online or hybrid courses and/or using some portion of Blackboard Vista and includes logins, browsers, email, attachments and Java as well as related e-learning applications such as Wimba, and Turnitin. 

Category Two - All students, faculty and staff using PeopleSoft Self Service and includes logins, browsers, email, attachments and Java. 

Category Three - Supported desktop applications and connectivity support requests for staff and faculty.

Modes of Service:

Mode 1 – Vendor provides a topical searchable knowledge-base for end-user self help.

Mode 2 – Vendor provides extending evening (such as 5pm to 10pm) weekend, (such as 10am-4pm) and site holiday support

Mode 3 – Vendor provides full 24-7 support

	
	Searchable Knowledge Base
	Extended Evening, Weekend, and Site Holidays Hours
	24-7

	Cat. 1 – Online Learning
	
	
	

	Cat. 2 – PeopleSoft and related web tools
	
	
	

	Cat. 3 – Supported Desktop Applications and Connectivity 
	
	
	


3) Proposals may also use the per-incident or metered pricing model or some other methodology as long as it is clearly described in the proposal

4) Whichever pricing model is quoted, vendors must be able to project the expected costs to Client over the first year, and subsequent four years of the agreement

5) Any further assumptions employed by the bidder to arrive at these expected costs must be based in both industry-wide and company-specific experience and must be documented as such by the bidder.

6) Non-recurring costs to Client, should they exist, must be outlined separately

7) Annual fee or adjustments exclusive of those detailed in the pricing model, should they exist, must be outlined separately.

8) Full disclosure. Any and all other costs that the vendor will pass on to Client beyond those stated must be fully disclosed in the vendor’s response to this RFP.

9) Discounts

a) Volume – Vendors must describe their volume discount pricing model, including methods for affecting rate changes. Methods must not include any penalties to Client for falling below anticipated volumes

b) Other – Any other discounts or potential discounts (e.g. on-time payments) must also be outlined

10) Penalties/Increases/Escalation Points. Vendor must clearly document any penalties, cost increases or escalation points relating to the proposed pricing. Documentation must include specific instances and numerical measurements relating to any increases as well as the specific or percentage increase in costs.

5.3 Cost Component Assumptions

So that the Client has a basis for comparison among proposals, please quote pricing using the following measurements:

	Campus
	Headcount Faculty
	Headcount Staff
	Headcount Students
	Ticketing System

	UMass Amherst
	3503
	8916
	37,428
	BMC Remedy

	UMass Boston
	862
	1508
	13,433
	HEAT

	UMass Dartmouth
	610
	759
	9020
	HEAT

	UMass Lowell
	684
	711
	11635
	HEAT

	UMass Worcester
	490
	6310
	1100
	HEAT

	UMass President’s Office
	0
	447
	0
	HEAT

	UMassOnline *
	700
	0
	13000
	

	Salem State College
	737
	691
	10085
	Custom web-based system


* EXPLANATORY NOTE – every UMassOnline student and instructor is in fact a distance learning student or instructor at one of the UMass campuses.  Consequently, the UMassOnline numbers are duplicative and are also included in the numbers for each campus.  Currently, UMassOnline and the campuses are jointly responsible for 24-7 support of distance learning students and faculty.  UMassOnline is responsible for overnight, weekends and holidays.  The campuses are responsible for business hours.  Thus the possibility exists that UMassOnline may choose to purchase support for Category 1 distance learning users but that one or many of the campuses chooses to provide that support to its non-distance learners itself.  If however, both UMassOnline and a campus purchases Category 1 support we would expect to be charged only once for each headcount.  
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