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PUBLIC NOTICE

*************************************************

State of Maine
Department of Administrative and Financial Services
RFP# 201908139
IT Service Management Solution

The State of Maine is seeking proposals for an IT Service Management (ITSM) solution. 

A copy of the RFP, as well as the Question & Answer Summary and all amendments related to this RFP, can be obtained at the following website: https://www.maine.gov/dafs/bbm/procurementservices/vendors/rfps

Proposals must be submitted to the State of Maine Division of Procurement Services, via e-mail, to the following email address: Proposals@maine.gov.  Proposal submissions must be received no later than 11:59 pm, local time, on February 28, 2020.  Proposals will be opened at the Burton M. Cross Office Building, 111 Sewall Street - 4th Floor, Augusta, Maine the following business day. Proposals not submitted to the Division of Procurement Services’ aforementioned email address by the aforementioned deadline will not be considered for contract award.

*************************************************

[bookmark: _Toc27754882]
RFP DEFINITIONS/ACRONYMS

The following terms and acronyms shall have the meaning indicated below as referenced in this RFP:

1. Configuration Items (CI): (ITIL) Any component or other service asset that needs to be managed in order to deliver an IT service. Information about each configuration item is recorded in a configuration record within the configuration management system and is maintained throughout its lifecycle by service assets and configuration management. Configuration items are under control of change management.	
2. Department: Department of Administrative and Financial Services
3. Incident: (ITIL) An unplanned interruption to an IT Service or reduction in the quality of an IT service. Failure of a configuration item that has not yet affected service is also an incident — for example, failure of one disk from a mirror set.
4. ITIL: Information Technology Infrastructure Library – A library of volumes that articulates a foundation of best practices for delivering IT service management.
5. ITSM: Information Technology Service Management – The implementation and management of quality IT services that meet the needs of the business. IT service management is performed by IT service providers through an appropriate mix of people, process, and information technology.
6. Module: A component or functionality that may or may not be part of the base offering.
7. OIT: State of Maine, Office of Information Technology
8. Problem: (ITIL) The cause of one or more incidents.
9. Product Roadmap: A product roadmap is a plan that matches short-term and long-term business goals with specific technology solutions to help meet those goals.
10. PMP: Project Management Professional
11. PMI: Project Management Institute
12. Project Roadmap: A project roadmap is a high-level overview of your project’s objectives, initiatives and deliverables
13. [bookmark: _GoBack]Proof-of-Concept: An approach used for demonstrating immediate business benefit, proving feasibility and critical aspects of a solution, and to demonstrate value to the business.
14. RFP: Request for Proposals
15. RPO: Recovery Point Objective
16. RTO: Recovery Time Objective
17. State: State of Maine
18. UI: User Interface

State of Maine - Department of Administrative and Financial Services
RFP# 201908139 
IT Service Management Solution


[bookmark: _Toc367174722][bookmark: _Toc397069190][bookmark: _Toc503864865][bookmark: _Toc27754883][bookmark: _Hlk513544199]PART I	INTRODUCTION

A. [bookmark: _Toc27754884]Purpose and Background

[bookmark: _Hlk525629029]The Office of Information Technology (OIT) in the Maine Department of Administrative and Financial Services (Department) is seeking proposals to provide an IT Service Management (ITSM) solution defined in this Request for Proposals (RFP) document.  This document provides instructions for submitting proposals, the procedure and criteria by which the Provider(s) will be selected, and the contractual terms that will govern the relationship between the State of Maine (State) and the awarded Bidder(s).

In January 2005, OIT was created by Executive Order, consolidating functions, staff, and equipment from the Bureau of Information Services (BIS) and all Executive Branch Agencies. The consolidation was done to promote State-wide information technology solutions and use of information efficiently across government. Since the consolidation, OIT has been delivering the full range of technology services to the Executive Branch, and selected services (such as e-mail and network support) to non-Executive Branch Agencies. OIT provides essential technology support and strategic leadership for 12,000 Executive Branch employees, 14 Cabinet-level Departments, and all the smaller Executive Branch Agencies. It also provides network support for the Judicial Branch, Secretary of State, and Attorney General. It supports Maine Citizens through the Maine.gov web portal, the MSCommNet public safety radio communications network, ConnectME broadband access expansion, etc.

OIT’s major focus is supporting business via applications and infrastructure support. Business applications require systems development and maintenance, spanning across all Executive Branch Agencies. Business applications require a robust infrastructure including network and voice services, radio operations, data centers, servers, desktop/laptop computers, and I.T. customer support for all State employees in the Executive Branch, which all currently use the OIT in-house ITSM solution.

The Department is seeking a solution that will adequately service the current environment as defined below. The proposed solution must be compliant with Information Technology Infrastructure Library (ITIL) best practices.

· 12,000 State of Maine Employees
· 475 Total IT Positions
· 9,350 Number of Tickets Opened on the Average Every Month (112,200/Year)
· 15 Fixed Agent Licenses
· 150 Concurrent Agent Licenses assigned to 641 Users
· 900 servers (physical and virtual)
· 1,200 applications
· 400+ Locations with wireless access, network support
· 15,400 desktops/laptops/tablets
· 13,000+ phone lines
· 3,750 mobile phones
· Statewide radio network with 43 towers and 2,625 radios
· 650 Terabytes of data storage

[bookmark: _Hlk525629622]To carry out these responsibilities, OIT has developed and implemented methodologies for delivery of IT services.  These methodologies have been developed by operational teams to meet individual work requirements.  Consequently, services have not been uniformly designed, resulting in disparate business and support processes, as well as multiple distinct toolsets being utilized to manage State IT services.  In addition, there are numerous ways for clients to both request and track service, resulting in inconsistent delivery of service and reports on performance.

The purpose of this RFP is to obtain a Commercial Off-The-Shelf (COTS) replacement software solution for the current ITSM application (BMC Footprints). It is our intent that this solution will provide superior ITSM functionality and allow OIT to manage technology services through a streamlined process and standardized ITSM toolset.  

B. [bookmark: _Toc27754885]General Provisions

1. From the time this RFP is issued until award notification is made, all contact with the State regarding this RFP must be made through the aforementioned RFP Coordinator.  No other person/ State employee is empowered to make binding statements regarding this RFP.  Violation of this provision may lead to disqualification from the bidding process, at the State’s discretion.
2. Issuance of this RFP does not commit the Department to issue an award or to pay expenses incurred by a Bidder in the preparation of a response to this RFP.  This includes attendance at personal interviews or other meetings and software or system demonstrations, where applicable.
3. All proposals should adhere to the instructions and format requirements outlined in this RFP and all written supplements and amendments (such as the Summary of Questions and Answers), issued by the Department.  Proposals are to follow the format and respond to all questions and instructions specified below in the “Proposal Submission Requirements” section of this RFP.
4. Bidders shall take careful note that in evaluating a proposal submitted in response to this RFP, the Department will consider materials provided in the proposal, information obtained through interviews/presentations (if any), and internal Departmental information of previous contract history with the Bidder (if any).  The Department also reserves the right to consider other reliable references and publicly available information in evaluating a Bidder’s experience and capabilities.
5. The proposal shall be signed by a person authorized to legally bind the Bidder and shall contain a statement that the proposal and the pricing contained therein will remain valid and binding for a period of 180 days from the date and time of the bid opening.
6. The RFP and the selected Bidder’s proposal, including all appendices or attachments, shall be the basis for the final contract, as determined by the Department.
7. Following announcement of an award decision, all submissions in response to this RFP will be considered public records available for public inspection pursuant to the State of Maine Freedom of Access Act (FOAA) (1 M.R.S. §§ 401 et seq.).
State of Maine Freedom of Access Act 
8. The Department, at its sole discretion, reserves the right to recognize and waive minor informalities and irregularities found in proposals received in response to this RFP.
9. All applicable laws, whether or not herein contained, shall be included by this reference.  It shall be the Bidder’s responsibility to determine the applicability and requirements of any such laws and to abide by them.

C. [bookmark: _Toc367174725][bookmark: _Toc397069193][bookmark: _Toc503864868][bookmark: _Toc27754886][bookmark: _Hlk507485232][bookmark: _Hlk507485728]Eligibility to Submit Bids

All Bidders must have implemented, or participated in the implementation of, the proposed ITSM solution in the last five (5) years.  Bidders must complete and submit the “Eligibility to Submit Bids” section provided in Appendix C of this RFP.  Failure to provide this evidence will result in the disqualification of the proposal.

D. [bookmark: _Toc367174726][bookmark: _Toc397069194][bookmark: _Toc503864869][bookmark: _Toc27754887]Contract Term

The Department is seeking a cost-efficient proposal(s) to provide services, as defined in this RFP, for the anticipated contract period(s) defined in the table below.  Please note that the dates below are estimated and may be adjusted, as necessary, in order to comply with all procedural requirements associated with this RFP and the contracting process.  The actual contract start date will be established by a completed and approved contract.

The Department expects to negotiate one (1) contract for four (4) years with the awarded Bidder. 

Contract Renewal:  Following the initial term, the Department may opt to renew for four (4) two (2) year renewal periods, as shown in the table below. Contract renewals are subject to continued availability of funding and satisfactory performance.

[bookmark: _Toc367174727][bookmark: _Toc397069195][bookmark: _Toc503864870]The term of the anticipated contract, resulting from this RFP, is defined as follows:
		
	Period
	Start Date
	End Date

	Initial Period of Performance
	4-1-20
	03-31-24

	Renewal Period #1
	4-1-24
	03-31-26

	Renewal Period #2
	4-1-26
	03-31-28

	Renewal Period #3
	4-1-28
	03-31-30

	Renewal Period #4
	4-1-30
	03-31-32



E. [bookmark: _Toc27754888]Number of Awards

The Department anticipates making one award as a result of this RFP process.


[bookmark: _Toc367174728][bookmark: _Toc397069196][bookmark: _Toc503864871][bookmark: _Toc27754889][bookmark: _Hlk513544180]
PART II	SCOPE OF SERVICES TO BE PROVIDED	

This section describes the scope of work which Bidders will provide.  The work, as it is defined below, shall be incorporated into the contract resulting from this competitive procurement.  The awarded Bidder shall be responsible to ensure that the work is performed to completion in accordance with the resulting contract terms and conditions.

1. [bookmark: _Toc503865384][bookmark: _Toc503865526][bookmark: _Toc503866187][bookmark: _Toc503866234][bookmark: _Toc503866787][bookmark: _Toc503868708][bookmark: _Toc503869073][bookmark: _Toc503869241][bookmark: _Toc503870663][bookmark: _Toc503870739][bookmark: _Toc503870827][bookmark: _Toc504564380][bookmark: _Toc504564540][bookmark: _Toc504564696][bookmark: _Toc504564853][bookmark: _Toc504565010][bookmark: _Toc504565232][bookmark: _Toc504565395][bookmark: _Toc504565557][bookmark: _Toc504565718][bookmark: _Toc504565879][bookmark: _Toc504566039][bookmark: _Toc504566199][bookmark: _Toc504566355][bookmark: _Toc505249445][bookmark: _Toc505249763][bookmark: _Toc505249927][bookmark: _Toc505250091][bookmark: _Toc505250255][bookmark: _Toc505250363][bookmark: _Toc505250523][bookmark: _Toc505250687][bookmark: _Toc505250852][bookmark: _Toc505251016][bookmark: _Toc505251182][bookmark: _Toc505251349][bookmark: _Toc505251509][bookmark: _Toc505251668][bookmark: _Toc505251831][bookmark: _Toc505251988][bookmark: _Toc505252149][bookmark: _Toc505252367][bookmark: _Toc505252591][bookmark: _Toc505252815][bookmark: _Toc505253039][bookmark: _Toc505253258][bookmark: _Toc505253465][bookmark: _Toc505253672][bookmark: _Toc505253861][bookmark: _Toc505254022][bookmark: _Toc505254183][bookmark: _Toc505254344][bookmark: _Toc505254506][bookmark: _Toc505254668][bookmark: _Toc505254830][bookmark: _Toc505254992][bookmark: _Toc505255154][bookmark: _Toc505255316][bookmark: _Toc505255478][bookmark: _Toc505255640][bookmark: _Toc505255802][bookmark: _Toc505255964][bookmark: _Toc505256126][bookmark: _Toc505256288][bookmark: _Toc505256450][bookmark: _Toc505256612][bookmark: _Toc505256769][bookmark: _Toc505256925][bookmark: _Toc505257081][bookmark: _Toc505257237][bookmark: _Toc505257395][bookmark: _Toc505257548][bookmark: _Toc505257654][bookmark: _Toc505257760][bookmark: _Toc505257867][bookmark: _Toc505257973][bookmark: _Toc505258201][bookmark: _Toc505258317][bookmark: _Toc505258434][bookmark: _Toc505258822][bookmark: _Toc505258954][bookmark: _Toc505259086][bookmark: _Toc505321733][bookmark: _Toc505322115][bookmark: _Toc505322269][bookmark: _Toc505322510][bookmark: _Toc505323128][bookmark: _Toc505323260][bookmark: _Toc505323359][bookmark: _Toc505323458][bookmark: _Toc505323557][bookmark: _Toc505323651][bookmark: _Toc505323745][bookmark: _Toc505323845][bookmark: _Toc505323957][bookmark: _Toc505330651][bookmark: _Toc505330763][bookmark: _Toc505331616][bookmark: _Toc505335849][bookmark: _Toc505600770][bookmark: _Toc505600906][bookmark: _Toc505601039][bookmark: _Toc505601166][bookmark: _Toc506186637][bookmark: _Toc506384810][bookmark: _Toc506384953][bookmark: _Toc506385098][bookmark: _Toc506385245][bookmark: _Toc506446985][bookmark: _Toc507137676][bookmark: _Toc507673702][bookmark: _Toc507673821][bookmark: _Toc507678769][bookmark: _Toc508017483][bookmark: _Toc508017610][bookmark: _Toc508017739][bookmark: _Toc508017860][bookmark: _Toc508017979][bookmark: _Toc508094024][bookmark: _Toc508102460][bookmark: _Toc508197672][bookmark: _Toc508197781][bookmark: _Toc508197889][bookmark: _Toc508198048][bookmark: _Toc508198158][bookmark: _Toc508198268][bookmark: _Toc508198378][bookmark: _Toc508198488][bookmark: _Toc508198598][bookmark: _Toc508198708][bookmark: _Toc508198818][bookmark: _Toc508198928][bookmark: _Toc508199038][bookmark: _Toc508199148][bookmark: _Toc508199258][bookmark: _Toc508603271][bookmark: _Toc509313387][bookmark: _Toc509313506][bookmark: _Toc513526365][bookmark: _Toc513709125][bookmark: _Toc514150598][bookmark: _Toc515443433][bookmark: _Toc529455040][bookmark: _Toc529458824][bookmark: _Toc529458938][bookmark: _Toc531273693][bookmark: _Toc531859934][bookmark: _Toc532817184][bookmark: _Toc532817373][bookmark: _Toc532817461][bookmark: _Toc532905052][bookmark: _Toc532999584][bookmark: _Toc535482867][bookmark: _Toc535580059][bookmark: _Toc535580196][bookmark: _Toc535580442][bookmark: _Toc536015916][bookmark: _Toc536112115][bookmark: _Toc536191703][bookmark: _Toc174438][bookmark: _Toc174842][bookmark: _Toc175001][bookmark: _Toc5710779][bookmark: _Toc10472418][bookmark: _Toc22885553][bookmark: _Toc23347907][bookmark: _Toc23348998][bookmark: _Toc23349146][bookmark: _Toc23498415][bookmark: _Toc25074360][bookmark: _Toc25234197][bookmark: _Toc27754890]
1.1. [bookmark: _Toc503865385][bookmark: _Toc503865527][bookmark: _Toc503866188][bookmark: _Toc503866235][bookmark: _Toc503866788][bookmark: _Toc503868709][bookmark: _Toc503869074][bookmark: _Toc503869242][bookmark: _Toc503870664][bookmark: _Toc503870740][bookmark: _Toc503870828][bookmark: _Toc504564381][bookmark: _Toc504564541][bookmark: _Toc504564697][bookmark: _Toc504564854][bookmark: _Toc504565011][bookmark: _Toc504565233][bookmark: _Toc504565396][bookmark: _Toc504565558][bookmark: _Toc504565719][bookmark: _Toc504565880][bookmark: _Toc504566040][bookmark: _Toc504566200][bookmark: _Toc504566356][bookmark: _Toc505249446][bookmark: _Toc505249764][bookmark: _Toc505249928][bookmark: _Toc505250092][bookmark: _Toc505250256][bookmark: _Toc505250364][bookmark: _Toc505250524][bookmark: _Toc505250688][bookmark: _Toc505250853][bookmark: _Toc505251017][bookmark: _Toc505251183][bookmark: _Toc505251350][bookmark: _Toc505251510][bookmark: _Toc505251669][bookmark: _Toc505251832][bookmark: _Toc505251989][bookmark: _Toc505252150][bookmark: _Toc505252368][bookmark: _Toc505252592][bookmark: _Toc505252816][bookmark: _Toc505253040][bookmark: _Toc505253259][bookmark: _Toc505253466][bookmark: _Toc505253673][bookmark: _Toc505253862][bookmark: _Toc505254023][bookmark: _Toc505254184][bookmark: _Toc505254345][bookmark: _Toc505254507][bookmark: _Toc505254669][bookmark: _Toc505254831][bookmark: _Toc505254993][bookmark: _Toc505255155][bookmark: _Toc505255317][bookmark: _Toc505255479][bookmark: _Toc505255641][bookmark: _Toc505255803][bookmark: _Toc505255965][bookmark: _Toc505256127][bookmark: _Toc505256289][bookmark: _Toc505256451][bookmark: _Toc505256613][bookmark: _Toc505256770][bookmark: _Toc505256926][bookmark: _Toc505257082][bookmark: _Toc505257238][bookmark: _Toc505257396][bookmark: _Toc505257549][bookmark: _Toc505257655][bookmark: _Toc505257761][bookmark: _Toc505257868][bookmark: _Toc505257974][bookmark: _Toc505258202][bookmark: _Toc505258318][bookmark: _Toc505258435][bookmark: _Toc505258823][bookmark: _Toc505258955][bookmark: _Toc505259087][bookmark: _Toc505321734][bookmark: _Toc505322116][bookmark: _Toc505322270][bookmark: _Toc505322511][bookmark: _Toc505323129][bookmark: _Toc505323261][bookmark: _Toc505323360][bookmark: _Toc505323459][bookmark: _Toc505323558][bookmark: _Toc505323652][bookmark: _Toc505323746][bookmark: _Toc505323846][bookmark: _Toc505323958][bookmark: _Toc505330652][bookmark: _Toc505330764][bookmark: _Toc505331617][bookmark: _Toc505335850][bookmark: _Toc505600771][bookmark: _Toc505600907][bookmark: _Toc505601040][bookmark: _Toc505601167][bookmark: _Toc506186638][bookmark: _Toc506384811][bookmark: _Toc506384954][bookmark: _Toc506385099][bookmark: _Toc506385246][bookmark: _Toc506446986][bookmark: _Toc507137677][bookmark: _Toc507673703][bookmark: _Toc507673822][bookmark: _Toc507678770][bookmark: _Toc508017484][bookmark: _Toc508017611][bookmark: _Toc508017740][bookmark: _Toc508017861][bookmark: _Toc508017980][bookmark: _Toc508094025][bookmark: _Toc508102461][bookmark: _Toc508197673][bookmark: _Toc508197782][bookmark: _Toc508197890][bookmark: _Toc508198049][bookmark: _Toc508198159][bookmark: _Toc508198269][bookmark: _Toc508198379][bookmark: _Toc508198489][bookmark: _Toc508198599][bookmark: _Toc508198709][bookmark: _Toc508198819][bookmark: _Toc508198929][bookmark: _Toc508199039][bookmark: _Toc508199149][bookmark: _Toc508199259][bookmark: _Toc508603272][bookmark: _Toc509313388][bookmark: _Toc509313507][bookmark: _Toc513526366][bookmark: _Toc513709126][bookmark: _Toc514150599][bookmark: _Toc515443434][bookmark: _Toc529455041][bookmark: _Toc529458825][bookmark: _Toc529458939][bookmark: _Toc531273694][bookmark: _Toc531859935][bookmark: _Toc532817185][bookmark: _Toc532817374][bookmark: _Toc532817462][bookmark: _Toc532905053][bookmark: _Toc532999585][bookmark: _Toc535482868][bookmark: _Toc535580060][bookmark: _Toc535580197][bookmark: _Toc535580443][bookmark: _Toc536015917][bookmark: _Toc536112116][bookmark: _Toc536191704][bookmark: _Toc174439][bookmark: _Toc174843][bookmark: _Toc175002][bookmark: _Toc5710780][bookmark: _Toc10472419][bookmark: _Toc22885554][bookmark: _Toc23347908][bookmark: _Toc23348999][bookmark: _Toc23349147][bookmark: _Toc23498416][bookmark: _Toc25074361][bookmark: _Toc25234198][bookmark: _Toc27754891]
A. [bookmark: _Toc27754892]ITSM Solution Strategy
[bookmark: _Toc503864872]
The Department requires an ITSM solution that is aligned with ITIL best practices. 

Objective:
As part of a Bidder’s proposal, the Department requires a strategic product roadmap and high-level timeline showing how the Bidder recommends implementing an ITSM solution with all the components listed below.  It is the Department’s intent for the initial solution to minimally include the asterisked required service components. 

· Change Management*
· Incident Management*
· Problem Management*
· Service Request Management*
· Asset Management*
· Service Catalog Management*
· Discovery and Mapping
· Financial Management
· Knowledge Management
· Project/Portfolio Management
· Release Management
· Configuration Management
· Service Level Management

Scope of Work:
1. A comprehensive roadmap outlining the Bidder’s component implementation strategy of the new ITSM solution.
2. Bidders should recommend the itemized and/or packaged module components necessary to achieve the Department’s initial solution including any components that must be in place prior to implementation.
3. Upon successful implementation, the Department may expand upon the solution over time with additional components, therefore Bidders should provide a price catalog for remaining modules, indicating total costs and prerequisites. 
4. Bidder shall list all software required for the solution including any third-party software that will be necessary to implement the solution.
Deliverables:
1. Strategic Product Roadmap with high-level timeline
2. Itemized Component List
3. Software Requirements





Assumptions:
1. Functionality, desired system configuration, ITSM solution support model, and cost are important factors for the Department in choosing an appropriate ITSM solution. 
2. Software with both itemized and packaged modules will be considered. 
3. The Office of Information Technology’s intention is to reform its business processes, to the extent required, to integrate the Bidder-supplied system.
4. Any additional functionality not specifically mentioned in this RFP which the Bidder feels may be beneficial to OIT may also be proposed. 

B. [bookmark: _Toc27754893][bookmark: _lzukg8wymxm1][bookmark: _Toc503864873]Phases of Work
[bookmark: _Toc505331620][bookmark: _Toc505335853][bookmark: _Toc505600774][bookmark: _Toc505600910][bookmark: _Toc505601043][bookmark: _Toc505601170][bookmark: _Toc509313510]
Phase 1 – Project Initiation and Discovery

Analyze current workflows, define the ITSM process deployment strategy, and develop a high-level project plan to best meet the priorities of the Department.
[bookmark: _Toc506384958][bookmark: _Toc506385103][bookmark: _Toc506385250][bookmark: _Toc506446990]
Objective:

[bookmark: _Hlk529456293]Understand the Department’s needs, project goals, project scope, expected outcomes, and the project resources required to complete all phases of the project. Document the Department’s current structure and future-state processes.

Scope of Work:
1. [bookmark: _Hlk529456346]Project Planning
a. The awarded Bidder will create a project plan and a timeline including all deliverables.
b. The awarded Bidder’s Project Manager will be required to maintain a detailed project work plan, with content to be approved by the State Project Manager, through the full term of the contract.  The successful Bidder’s Project Manager will be required to submit an updated work plan to the State’s Project Manager on a date and time that will be determined during contract negotiations.  
c. The work plan will be incorporated into the contract between the State and the successful Bidder and will be made a part thereof.  The work plan will be created and maintained with an automated project management tool (e.g. Microsoft Project) and will include appropriate detail to provide project status, dependencies and risk/mitigations.
d. If the Department is needed to perform services resulting from this RFP, provide a list of required Department staff and include their roles and resource requirements. 
2. Develop a business process reengineering strategy with the Department, including;
a. Identify and document current BMC Footprints workflows.
b. Identify and document Interface and API requirements. (A list of possible interfaces is in Appendix F – Technical Requirements and Questions).
c. Identify and document high level system requirements.
d. Complete business process reengineering that is aligned with ITIL best practices.
3. Conduct in-depth Discovery sessions to gather information identified in business process reengineering strategy.  
4. Assist in future-state planning. 
5. The proposed ITSM solution should support the requirements found in Appendix E - Functional Requirements and Questions and Appendix F - Technical Requirements and Questions as well as requirements documented during Discovery.  The Bidder must indicate how the proposed solution will comply with these requirements.
6. The awarded Bidder will be on site as needed during this phase.

Deliverables:
1. [bookmark: _Hlk529456398]Project Plan (including, but not limited to the following)
a. Project Roadmap 
b. Work Plan (Timeline)
c. Communication Plan
d. Data Migration Plan
e. Resource Requirements (both State, and Bidder)
2. Kick Off Meeting 
3. Initial Architectural Diagram of System Components
4. As-is and Future-state Process Maps and Gap Analyses
5. Interface Analysis and API Documentation

[bookmark: _Hlk9322782]Assumptions:
1. [bookmark: _i5pt2289j0e3][bookmark: _Hlk529456561]The intent of this new system is to replace many, if not all, of the modules in the current BMC Footprints application.
2. [bookmark: _saqjg5szsc0l][bookmark: _Toc503864875][bookmark: _Toc509313512][bookmark: _Hlk513194840]BMC Footprints is continuously being updated to support the Department’s reporting needs.  It is likely that code and/or infrastructure changes will continue to occur until a cutover date has been established and agreed upon.
3. Discovery is a highly iterative process and requires many decisions to be made by the Department.  The awarded Bidder may need to conduct multiple in-depth analysis sessions to ensure that all Department needs are addressed in the proposed solution.
4. The Work Plan will concisely describe each program development and implementation task, the month it will be carried out and the person or position responsible for each task.  If applicable, all tasks to be delegated to subcontractors will be noted.

Phase 2 – Implementation
[bookmark: _Hlk529457806]During this Phase, the awarded Bidder will implement the components of the new solution, as determined by the Department.   

Objective:
Complete implementation of the new ITSM solution, including the build of all interfaces identified as in-scope during the Discovery Phase.

Scope of Work:
1. The awarded Bidder will create an Implementation Plan that identifies the operational approach and critical tasks in implementing the solution. 
2. The awarded Bidder will be responsible for ensuring that the environments are established in a timely manner to meet their intended purpose as the project moves forward (e.g. conduct acceptance testing in Test Environment, conduct training in Training Environment, etc.). 
3. Test and production environments will be identical in structure and configuration.  
4. The awarded Bidder will be solely responsible for procuring, installing, and maintaining all software necessary to implement and maintain the ITSM solution.  It is the State’s expectation that our license with the Bidder will cover any necessary licensing requirements to all software listed. 
5. The Bidder will create and implement Project Quality Management Procedures to ensure that the project satisfies the needs for which it was undertaken.  
a. The awarded Bidder will work in partnership with State personnel to perform all required testing in support of the Deployment Certification of the proposed solution. This Certification is required in the initial deployment, as well as any additional releases. The Deployment Certification Policy tests are available via the OIT Certification Deployment Document in Appendix H – Supporting Policy Documents.  
b. The awarded Bidder will be responsible for creating a comprehensive Test Strategy document which minimally covers all tests required by the OIT Deployment Certification Policy.  This document will explain the approach that the awarded Bidder plans to take in satisfying Maine testing requirements.
c. The awarded Bidder will also be responsible for creating test plans for each of the sections outlined in the Test Strategy document. The test plans will outline who will be responsible for scheduling, coordinating, and performing all testing, clearly delineating between Bidder and State resources. 
d. The awarded Bidder will schedule and coordinate all testing activities to ensure that each of the tests are prepared for and performed in accordance with the test plans that are created.    
e. The solution must be ADA (Americans with Disabilities Act), 508-compliant. 
f. The application will conform to State Accessibility Policies listed Appendix H – Supporting Policy Documents. 
g. The solution will conform to State Security Standards. An example of this is described in Maine's Information Technology Security Policy, included in Appendix H – Supporting Policy Documents. 
h. The vendor shall have annual audits in accordance with Standards for Attestation Engagements (SSAE) Reporting on Controls at a Service Organization (SOC), including SOC 2 Type II, performed on its operations. Based upon the services provided, the State and vendor will determine which of the five trust service principles should be included (Security, Availability, Processing Integrity, Confidentiality and Privacy). Additionally, the State and the vendor will establish an agreed-upon timeline for the initial SOC audit and report deliverable. A copy of the audit and plan of action for remediation of any deficiencies will be provided to the Department’s Program Manager and the Office of Information Technology, Information Security.
i. All testing will be completed and approved in accordance with the OIT Deployment Certification Policy before the solution can be implemented within the production environment. 
6. The Bidder will work directly with the interface partners and will be responsible for scheduling all testing in coordination with the Department.
7. All interface files are to be transmitted electronically and securely. (The current Department approved mechanism used for secure managed file transfer software is MoveIT by Ipswitch.)
8. Reconstruct or re-engineer all interfaces to/from BMC Footprints identified during Discovery.
9. Once verified, the new ITSM solution will move into managed services mode. 

Deliverables:
1. Implementation Plan 
2. Interface Plan - including, but not limited to: 
a. Interface Crosswalk at the data element level
b. Interface Procedures
c. Interface Test Strategy
d. Interface Test Plan & Test Scripts
3. Functioning test and production environments
4. All required interfaces have been reconstructed and implemented
5. Test Strategy
6. Test Plans
7. Approved OIT Deployment Certification
8. New ITSM solution is fully implemented
9. User Manual containing a narrative and/or graphical description of the functional components of the solution and instructions for performing the various functions.  
10. System Manual containing a narrative and/or graphical description of the various technical components of the solution.

Assumptions:
1. [bookmark: _Hlk529456942]BMC Footprints is continuously being updated to support the Department’s reporting needs.  It is likely that code and/or infrastructure changes will continue to occur until a cutover date has been established and agreed upon.
2. Unless specified otherwise within the test plan, the successful Bidder will be required to provide all tools, testing materials, and resources necessary to effectively perform the required tests.
[bookmark: _Toc504564385][bookmark: _Toc504564545][bookmark: _Toc504564701][bookmark: _Toc504564858][bookmark: _Toc504565015][bookmark: _Toc504565237][bookmark: _Toc504565400][bookmark: _Toc504565562][bookmark: _Toc504565723][bookmark: _Toc504565884][bookmark: _Toc504566044][bookmark: _Toc504566204][bookmark: _Toc504566360][bookmark: _Toc504564386][bookmark: _Toc504564546][bookmark: _Toc504564702][bookmark: _Toc504564859][bookmark: _Toc504565016][bookmark: _Toc504565238][bookmark: _Toc504565401][bookmark: _Toc504565563][bookmark: _Toc504565724][bookmark: _Toc504565885][bookmark: _Toc504566045][bookmark: _Toc504566205][bookmark: _Toc504566361][bookmark: _Toc504564387][bookmark: _Toc504564547][bookmark: _Toc504564703][bookmark: _Toc504564860][bookmark: _Toc504565017][bookmark: _Toc504565239][bookmark: _Toc504565402][bookmark: _Toc504565564][bookmark: _Toc504565725][bookmark: _Toc504565886][bookmark: _Toc504566046][bookmark: _Toc504566206][bookmark: _Toc504566362][bookmark: _Toc504564388][bookmark: _Toc504564548][bookmark: _Toc504564704][bookmark: _Toc504564861][bookmark: _Toc504565018][bookmark: _Toc504565240][bookmark: _Toc504565403][bookmark: _Toc504565565][bookmark: _Toc504565726][bookmark: _Toc504565887][bookmark: _Toc504566047][bookmark: _Toc504566207][bookmark: _Toc504566363][bookmark: _Toc504564389][bookmark: _Toc504564549][bookmark: _Toc504564705][bookmark: _Toc504564862][bookmark: _Toc504565019][bookmark: _Toc504565241][bookmark: _Toc504565404][bookmark: _Toc504565566][bookmark: _Toc504565727][bookmark: _Toc504565888][bookmark: _Toc504566048][bookmark: _Toc504566208][bookmark: _Toc504566364][bookmark: _Toc504564390][bookmark: _Toc504564550][bookmark: _Toc504564706][bookmark: _Toc504564863][bookmark: _Toc504565020][bookmark: _Toc504565242][bookmark: _Toc504565405][bookmark: _Toc504565567][bookmark: _Toc504565728][bookmark: _Toc504565889][bookmark: _Toc504566049][bookmark: _Toc504566209][bookmark: _Toc504566365][bookmark: _Toc504564392][bookmark: _Toc504564552][bookmark: _Toc504564708][bookmark: _Toc504564865][bookmark: _Toc504565022][bookmark: _Toc504565244][bookmark: _Toc504565407][bookmark: _Toc504565569][bookmark: _Toc504565730][bookmark: _Toc504565891][bookmark: _Toc504566051][bookmark: _Toc504566211][bookmark: _Toc504566367][bookmark: _Toc504564393][bookmark: _Toc504564553][bookmark: _Toc504564709][bookmark: _Toc504564866][bookmark: _Toc504565023][bookmark: _Toc504565245][bookmark: _Toc504565408][bookmark: _Toc504565570][bookmark: _Toc504565731][bookmark: _Toc504565892][bookmark: _Toc504566052][bookmark: _Toc504566212][bookmark: _Toc504566368][bookmark: _Toc504564394][bookmark: _Toc504564554][bookmark: _Toc504564710][bookmark: _Toc504564867][bookmark: _Toc504565024][bookmark: _Toc504565246][bookmark: _Toc504565409][bookmark: _Toc504565571][bookmark: _Toc504565732][bookmark: _Toc504565893][bookmark: _Toc504566053][bookmark: _Toc504566213][bookmark: _Toc504566369][bookmark: _o3xc4y85e066][bookmark: _3xortuenjl2][bookmark: _a2b686l8hd6s][bookmark: _Toc504564395][bookmark: _Toc504564555][bookmark: _Toc504564711][bookmark: _Toc504564868][bookmark: _Toc504565025][bookmark: _Toc504565247][bookmark: _Toc504565410][bookmark: _Toc504565572][bookmark: _Toc504565733][bookmark: _Toc504565894][bookmark: _Toc504566054][bookmark: _Toc504566214][bookmark: _Toc504566370][bookmark: _Toc504564396][bookmark: _Toc504564556][bookmark: _Toc504564712][bookmark: _Toc504564869][bookmark: _Toc504565026][bookmark: _Toc504565248][bookmark: _Toc504565411][bookmark: _Toc504565573][bookmark: _Toc504565734][bookmark: _Toc504565895][bookmark: _Toc504566055][bookmark: _Toc504566215][bookmark: _Toc504566371][bookmark: _Toc504564397][bookmark: _Toc504564557][bookmark: _Toc504564713][bookmark: _Toc504564870][bookmark: _Toc504565027][bookmark: _Toc504565249][bookmark: _Toc504565412][bookmark: _Toc504565574][bookmark: _Toc504565735][bookmark: _Toc504565896][bookmark: _Toc504566056][bookmark: _Toc504566216][bookmark: _Toc504566372][bookmark: _Toc504564399][bookmark: _Toc504564559][bookmark: _Toc504564715][bookmark: _Toc504564872][bookmark: _Toc504565029][bookmark: _Toc504565251][bookmark: _Toc504565414][bookmark: _Toc504565576][bookmark: _Toc504565737][bookmark: _Toc504565898][bookmark: _Toc504566058][bookmark: _Toc504566218][bookmark: _Toc504566374][bookmark: _Toc504564401][bookmark: _Toc504564561][bookmark: _Toc504564717][bookmark: _Toc504564874][bookmark: _Toc504565031][bookmark: _Toc504565253][bookmark: _Toc504565416][bookmark: _Toc504565578][bookmark: _Toc504565739][bookmark: _Toc504565900][bookmark: _Toc504566060][bookmark: _Toc504566220][bookmark: _Toc504566376][bookmark: _Toc504564404][bookmark: _Toc504564564][bookmark: _Toc504564720][bookmark: _Toc504564877][bookmark: _Toc504565034][bookmark: _Toc504565256][bookmark: _Toc504565419][bookmark: _Toc504565581][bookmark: _Toc504565742][bookmark: _Toc504565903][bookmark: _Toc504566063][bookmark: _Toc504566223][bookmark: _Toc504566379][bookmark: _uuxrlxmoy1xn]
Phase 3 – Training

Objective:
The awarded Bidder is required to provide a training plan for the new ITSM solution, as well as training, tailored to the needs of the Department.  

Scope of Work:
1. Create Training Plan with recommendations for: 
a. Department personnel to be trained, 
b. Number to be trained, 
c. Curricula, 
d. Training materials to be used, 
e. Number and frequency of sessions, and 
f. Number and level of instructors
g. Additional recommendations based on Bidder experience
2. Provide necessary system administration training to select Department personnel including (but not limited to):
a. Managing security and user access
b. Adding data sources/updates
c. Coordinating basic online tutorials and help features stakeholders can view
d. Creating queries and ad hoc reports for internal use or User Interface (UI) viewing
e. Maintaining and updating training and online help documentation
3. The awarded Bidder will provide the system administration training onsite in Maine. 
4. The Department should be trained to perform all essential components of the new ITSM solution and assist stakeholders (as applicable) in its usage.
5. Provide context-sensitive online help for system administration users and end-users 

Deliverables:
1. Training plan
2. System admin training
3. Department user training
4. Training materials
5. Online help	

Assumptions:
1. The awarded Bidder will be responsible for scheduling, coordinating, and delivering all training in accordance with the approved training plan. 

Phase 4 – Managed Services

During this Phase, all components have been passed and are in production.

Objective:
[bookmark: _Hlk529457254]The Bidder is to provide comprehensive IT professional services to support the new ITSM solution.

Scope of Work:
1. [bookmark: _Hlk529457290]Day-to-day operations of new ITSM solution, including application administration, reporting, support and maintenance, remote hosting, and software and licensing.
2. Manage to an agreed upon Service Level Agreement.
3. Create Operational Change Management Plan for product support and updates.
4. ITSM solution must be kept within one update of the current available product release, unless an exception is agreed to with the Department. The Bidder is required to use approved Department change management processes. 
5. Availability and performance should minimally achieve the following targets:
a. RPO – 0.5 hours
b. RTO – 4 hours
c. 99.99% Up time
d. Response time of 3 seconds or less on average for UI
e. 1000 simultaneous users
6. The successful Bidder will provide a remote hosting solution that adheres to the State of Maine Remote Hosting Policy and Procedures found in Appendix H – Supporting Policy Documents.
7. The awarded Bidder shall provide a comprehensive disaster recovery plan.

Deliverables:
1. [bookmark: _Hlk529457176]Service Level Agreement (SLA)
2. Operational Change Management Plan
3. Operational support services
4. Remote Hosting Solution
5. Disaster Recovery Plan

Assumptions:
1. As-needed IT Professional Services will be on site as required. 
[bookmark: _yh44nc3hfr2w]
C. [bookmark: _Toc27754894]Professional Services

1. [bookmark: _Toc509313541]On Site Work Requirements

a. [bookmark: _Toc509313543]Hours of Operation
Normal Department working hours are 7:00 a.m. to 5:00 p.m. EST, Monday through Friday, with work performed as necessary after those hours to meet project deadlines. No overtime will be authorized or paid. In addition, it is the Department’s assumption that at least some work will be performed remotely.

2. [bookmark: _Toc505335889][bookmark: _Toc505600811][bookmark: _Toc505600947][bookmark: _Toc505601080][bookmark: _Toc505601207][bookmark: _Toc504565077][bookmark: _Toc504565299][bookmark: _Toc504565461][bookmark: _Toc504565622][bookmark: _Toc504565783][bookmark: _Toc504565943][bookmark: _Toc504566103][bookmark: _Toc504566263][bookmark: _Toc504566419][bookmark: _Toc509313544][bookmark: _Hlk532475754]Travel

a. No travel or expenses will be reimbursed. This includes travel costs related to training provided to the Department by awarded Bidder.  
b. [bookmark: _Toc504565311][bookmark: _Toc504565473][bookmark: _Toc504565634][bookmark: _Toc504565795][bookmark: _Toc504565955][bookmark: _Toc504566115]Travel time will not be reimbursed.
[bookmark: _Toc505253909][bookmark: _Toc505254070][bookmark: _Toc505254231][bookmark: _Toc505254392][bookmark: _Toc505254554][bookmark: _Toc505254716][bookmark: _Toc505254878][bookmark: _Toc505255040][bookmark: _Toc505255202][bookmark: _Toc505255364][bookmark: _Toc505255526][bookmark: _Toc505255688][bookmark: _Toc505255850][bookmark: _Toc505256012][bookmark: _Toc505256174][bookmark: _Toc505256336][bookmark: _Toc505256498][bookmark: _Toc505256660][bookmark: _Toc505256817][bookmark: _Toc505256973][bookmark: _Toc505257129][bookmark: _Toc505257285][bookmark: _Toc505257443][bookmark: _Toc505257596][bookmark: _Toc505257702][bookmark: _Toc505257808][bookmark: _Toc505257915][bookmark: _Toc505258021][bookmark: _Toc505258249][bookmark: _Toc505258365][bookmark: _Toc505258482][bookmark: _Toc505258870][bookmark: _Toc505259002][bookmark: _Toc505259134][bookmark: _Toc505321781][bookmark: _Toc505322163][bookmark: _Toc505322317][bookmark: _Toc505322558][bookmark: _Toc505323176][bookmark: _Toc505323275][bookmark: _Toc505323374][bookmark: _Toc505323473][bookmark: _Toc505323572][bookmark: _Toc505323666][bookmark: _Toc505323760][bookmark: _Toc505323878][bookmark: _Toc505323990][bookmark: _Toc505330684][bookmark: _Toc505330796][bookmark: _Toc505331645][bookmark: _Toc505335891][bookmark: _Toc505600813][bookmark: _Toc505600949][bookmark: _Toc505601082][bookmark: _Toc505601209]
3. Project Management

a. Project Management
The successful Bidder will be required to utilize a formalized approach to project management that, at a minimum, will be compliant with the Project Management Institute (PMI). 
b. Project Manager
[bookmark: _Hlk173264]The successful Bidder will be required to assign an experienced Project Manager (PM) to the project.  It is required that the successful Bidder’s Project Manager be knowledgeable of the Bidder’s proposed solution.  It is desired that the successful Bidder’s Project Manager be Project Management Professional (PMP) certified and have seven (7) or more years of experience.  The successful Bidder’s Project Manager will be responsible for the successful completion of all work tasks as defined within the project work plan and will work under the direction of the State’s Project Manager. 
c. Project Manager Selection
At the completion of contract signing, the awarded Bidder will forward PM candidate resumes to the Department for approval.  The Department reserves the right to require the Bidder to replace their Project Manager at any time during the project.
d. Project Management Methodology
[bookmark: _Hlk173744]The Bidder must structure and follow an iterative and incremental project methodology for planning, organizing, and executing the project. The Bidder's project management approach must facilitate open and timely communication with the State, and a strong working relationship to achieve the overall goal of completed system design performance that meets or exceeds user needs on time and within budget.

As part of the RFP submission, the Bidder will clearly describe their project management methodology and the tools or processes that will be used to implement the project.  A detailed description of how the project will be organized and managed should be provided, including descriptions of the roles and responsibilities of the Bidder’s team and the Department.

4. Business Process Management

a. Business Process Management
The successful Bidder will be required to utilize a formalized approach to business process management that adheres to industry best practices.
b. Business Analyst 
The successful Bidder will be required to assign an experienced Business Analyst (BA) to the project.  It is required that the successful Bidder’s Business Analyst be knowledgeable with the Bidder’s proposed solution.  It is desired that the successful Bidder’s Business Analyst have seven (7) or more years of experience including Six Sigma and/or Lean methodologies.

c. Business Analyst Selection
At the completion of contract signing, the awarded Bidder will forward BA candidate resumes to the Department for approval. The Department reserves the right to require the Bidder to replace their Business Analyst at any time during the project.
d. Business Process Reengineering Methodology
The Bidder must structure and follow an iterative and incremental methodology for planning, organizing, and executing the business process reengineering effort. The successful Bidder’s Business Analyst will produce detailed business process maps and gap analyses through the facilitation of comprehensive work flow development sessions.

As part of the RFP submission, the Bidder will clearly describe their Business Process Reengineering methodology and the tools or processes that will be used to facilitate the business process reengineering effort. Give a detailed description of how this work will be organized and managed, including descriptions of the roles and responsibilities of the Bidder’s team and the Department.


[bookmark: _Toc367174729][bookmark: _Toc397069197][bookmark: _Toc27754895]PART III	KEY RFP EVENTS 

A. [bookmark: _Toc367174731][bookmark: _Toc397069199][bookmark: _Toc27754896]Bidders Conference

The Department will sponsor a Bidders’ Conference concerning this RFP beginning at the date, time and location shown on the RFP cover page.  The purpose of the Bidders’ Conference is to answer and/or field questions, clarify for potential Bidders any aspect of the RFP requirements that may be necessary and provide supplemental information to assist potential Bidders in submitting responses to the RFP.  Although attendance at the Bidders’ Conference is not mandatory, it is strongly encouraged that interested Bidders attend.

B. [bookmark: _Toc367174732][bookmark: _Toc397069200][bookmark: _Toc27754897]Questions

1.	General Instructions	
a.	It is the responsibility of all Bidders and other interested parties to examine the entire RFP and to seek clarification, in writing, if they do not understand any information or instructions.
b.	Bidders and other interested parties should use Appendix I – Submitted Questions Form – for submission of questions.
c. 	The Submitted Questions Form must be submitted by e-mail and received by the RFP Coordinator, identified on the cover page of this RFP, as soon as possible but no later than the date and time specified on the RFP cover page.
d.	Submitted Questions must include the RFP Number and Title in the subject line of the e-mail.  The Department assumes no liability for assuring accurate/complete/on time e-mail transmission and receipt.

2.	Question & Answer Summary: Responses to all questions will be compiled in writing and posted on the following website no later than seven (7) calendar days prior to the proposal due date: Division of Procurement Services RFP Page.  It is the responsibility of all interested parties to go to this website to obtain a copy of the Question & Answer Summary.  Only those answers issued in writing on this website will be considered binding.

C. [bookmark: _Toc27754898][bookmark: _Toc367174733][bookmark: _Toc397069201]Amendments

[bookmark: _Toc22885562]All amendments released in regard to this RFP will also be posted on the following website: Division of Procurement Services RFP Page.  It is the responsibility of all interested parties to go to this website to obtain amendments.  Only those amendments posted on this website are considered binding.

D. [bookmark: _Toc27754899]Submitting the Proposal

1. Proposals Due: Proposals must be received no later than 11:59 p.m. local time, on the date listed on the cover page of this RFP, at which point they will be opened.  Proposals received after the 11:59 p.m. deadline will be rejected without exception.

2. Delivery Instructions: Email proposal submissions are to be submitted to the State of Maine Division of Procurement Services, via email, to the email address provided on the RFP Cover Page (Proposals@maine.gov).
a. Only proposals received by email will be considered.  The Department assumes no liability for assuring accurate/complete e-mail transmission and receipt.
b. Bidders are to insert the following into the subject line of their email submission:
“RFP# 201908139 Proposal Submission”
c. Bidder’s proposals are to be broken down into multiple files, with each file named as it is titled in bold below, and include:

File #1: PDF format preferred
Completed Proposal Cover Page (Appendix A)
Debarment, Performance and Non-Collusion Certification (Appendix B) 
Eligibility to Submit Bids (Appendix C)
(Please include all attachments submitted in response PART IV, B., Section I.)

File #2: PDF format preferred
Organization Qualifications and Experience (Appendix D and all related/required attachments including all documents submitted in response to PART IV, B., Section II.)

File #3: PDF format preferred
Functional Requirements and Questions (Appendix E)
Technical Requirements and Questions (Appendix F)
Proposed Services - please include all related/required attachments including all documents submitted in response to PART IV, B., Section III.

File #4: Excel format preferred
Cost Proposal (Appendix G, and as described in PART IV, B., Section IV.)


[bookmark: _Toc367174734][bookmark: _Toc397069202][bookmark: _Toc503864883][bookmark: _Toc27754900]
PART IV 	PROPOSAL SUBMISSION REQUIREMENTS

This section contains instructions for Bidders to use in preparing their proposals. The Bidder’s proposal must follow the outline used below, including the numbering and section and sub-section headings as they appear here and complete the appropriate appendices as indicated in the outline.  Failure to use the outline specified in this section, or to respond to all questions and instructions throughout this document, may result in the proposal being disqualified as non-responsive or receiving a reduced score.  The Department, and its Evaluation Team for this RFP, has sole discretion to determine whether a variance from the RFP specifications should result in either disqualification or reduction in scoring of a proposal.  Rephrasing of the content provided in this RFP will, at best, be considered minimally responsive. The Department seeks detailed yet succinct responses that demonstrate the Bidder’s experience and ability to perform the requirements specified throughout this document.

A. [bookmark: _Toc367174735][bookmark: _Toc397069203][bookmark: _Toc503864884][bookmark: _Toc27754901]Proposal Format

1. [bookmark: _Toc367174736]All pages of a Bidder’s proposal should be numbered consecutively beginning with number 1 on the first page of the narrative (this does not include the cover page or table of contents pages) through to the end, including all forms and attachments.  For clarity, the Bidder’s name should appear on every page, including Attachments.  Each Attachment must reference the section or subsection number to which it corresponds.
2. The Bidder is asked to be brief and concise in responding to the RFP questions and instructions.
3. All electronic documents should be formatted for printing as formatting will not be adjusted prior to printing and reviewing these documents.
4. The Bidder may not provide additional attachments beyond those specified in the RFP for the purpose of extending their response.  Additional materials not requested will not be considered part of the proposal and will not be evaluated.
5. Include any forms provided in the submission package or reproduce those forms as closely as possible.  All information should be presented in the same order and format as described in the RFP.
6. It is the responsibility of the Bidder to provide all information requested in the RFP package at the time of submission.  Failure to provide information requested in this RFP may, at the discretion of the Department’s evaluation review team, result in a lower rating for the incomplete sections and may result in the proposal being disqualified for consideration.
7. The Bidder should complete and submit the “Proposal Cover Page” provided in Appendix A of this RFP and provide it with the Bidder’s proposal.  It is important that the cover page show the specific information requested, including Bidder address(es) and other details listed.  The proposal cover page shall be dated and signed by a person authorized to enter into contracts on behalf of the Bidder.
8. The Bidder should complete and submit the “Debarment, Performance and Non-Collusion Certification Form” provided in Appendix B of this RFP.  Failure to provide this certification may result in the disqualification of the Bidder’s proposal, at the discretion of the Department.

B. [bookmark: _Toc397069205][bookmark: _Toc27754902][bookmark: _Toc503864885]Proposal Contents 

Section I - Eligibility to Submit Bids

1. Proposal Cover Page
The Bidder should complete and submit the “Proposal Cover Page” provided in Appendix A of this RFP and provide it with the Bidder’s proposal.  The cover page must be the first page of the proposal package.  It is important that the cover page show the specific information requested, including Bidder address(es) and other details listed.  The proposal cover page shall be dated and signed by a person authorized to enter into contracts on behalf of the Bidder.

2. Debarment, Performance and Non-Collusion Certification
The Bidder should complete and submit the “Debarment, Performance and Non-Collusion Certification Form” provided in Appendix B of this RFP.

3. Eligibility to Submit Bids 
The Bidder should complete and submit the “Eligibility to Submit Bids” form provided in Appendix C of this RFP.  Failure to provide this documentation will result in the disqualification of the Bidder’s proposal.  

Section II - Organization Qualifications and Experience  

1. Overview of the Organization
 	The Bidder is to complete all sections for “Organization Qualifications and Experience” provided in Appendix D of the RFP. 

2. Organizational Chart 
Provide an organizational chart of the bidder’s organization.  The organization chart must include the project being proposed.  Each position must be identified by position title and corresponding to the personnel job descriptions and the Staffing Plan provided.

3. Litigation 
Attach a list of all current litigation in which the Bidder is named and a list of all closed cases that have closed within the past five (5) years in which Bidder paid the claimant either as part of a settlement or by decree.  For each, list the entity bringing suit, the complaint, the accusation, amount, and outcome.  If no litigation will be included, write “none” on submitted attachment. 

4. Financial Viability
Bidders are to provide a current copy of their Dun & Bradstreet Comprehensive Insight Plus Report. 

5. Licensure/Certification
Provide documentation of any applicable licensure/certification or any specific credentials required to provide the proposed services.

6. Certificate of Insurance 
 	Provide a certificate of insurance on a standard Acord form (or the equivalent) evidencing the Bidder’s general liability, professional liability and any other relevant liability insurance policies that might be associated with the proposed services.

Section III Proposed Services

1. Services to be Provided
Discuss the Scope of Services referenced above in Part II of this RFP and what the Bidder will offer.  Give particular attention to describing the methods and resources you will use and how you will accomplish the tasks involved.  Also, describe how you will ensure expectations and/or desired outcomes as a result of these services will be achieved.  If subcontractors are involved, clearly identify the work each will perform. For Plans and documents, please provide actual plans for this effort or examples from comparable projects, as appropriate.

[bookmark: _Toc367174739]Section IV - Cost Proposal

1. General Instructions
a. The Bidder must submit a cost proposal that covers the entire period of the initial contract. Please use the “Initial Period of Performance” dates stated in PART I, D.
b. The cost proposal shall include the costs necessary for the Bidder to fully comply with the contract terms and conditions and RFP requirements.
c. No costs related to the preparation of the proposal for this RFP or to the negotiation of the contract with the Department may be included in the proposal.  Only costs to be incurred after the contract effective date that are specifically related to the implementation or operation of contracted services may be included.

2. Cost Proposal Form Instructions
The Bidder should fill out Appendix G (Cost Proposal Form), following the instructions detailed here and in the forms. Failure to provide the requested information, and to follow the required cost proposal format provided, may result in the exclusion of the proposal from consideration, at the discretion of the Department.
[bookmark: _Toc367174742][bookmark: _Toc397069206][bookmark: _Toc503864887][bookmark: _Toc27754903][bookmark: _Hlk513544242]PART V 	PROPOSAL EVALUATION AND SELECTION

Evaluation of the submitted proposals shall be accomplished as follows:

A. [bookmark: _Toc367174743][bookmark: _Toc397069207][bookmark: _Toc503864888][bookmark: _Toc27754904]Evaluation Process - General Information

1. An Evaluation Team, comprised of qualified reviewers, will judge the merits of the proposals received in accordance with the criteria defined in the RFP.
2. Officials responsible for making decisions on the selection of a contractor shall ensure that the selection process accords equal opportunity and appropriate consideration to all who are capable of meeting the specifications.  The goals of the evaluation process are to ensure fairness and objectivity in review of the proposals and to ensure that the contract is awarded to the Bidder whose proposal provides the best value to the State of Maine.
3. The Department reserves the right to communicate and/or schedule interviews/presentations with Bidders if needed to obtain clarification of information contained in the proposals received, and the Department may revise the scores assigned in the initial evaluation to reflect those communications and/or interviews/presentations.  Interviews/presentations are not required, and changes to proposals will not be permitted during any interview/presentation process.  Therefore, Bidders should submit proposals that present their rates and other requested information as clearly and completely as possible.

B. [bookmark: _Toc367174744][bookmark: _Toc397069208][bookmark: _Toc27754905][bookmark: _Hlk513544137]Scoring Weights and Process

The evaluation and scoring of proposals will be conducted using the following tiered/staged approach.  Proposals will be required to meet or exceed the stated minimum scoring requirements of the stage in which they are being evaluated to move onto the next stage of evaluation.  Any proposal not meeting the stated minimum scoring requirements of a stage will be ineligible for award consideration and, at that point, be removed from the evaluation process.

1. [bookmark: _Toc10472433]Scoring Weights: The score will be based on a 100-point scale and will measure the degree to which each proposal meets the following criteria.

	Stage One: Eligibility to Submit Bids (Pass/Fail)
	Stage Two: Organization Qualifications and Experience (30 points)	
	Stage Three: Proposed Services (40 points)  
	Stage Four: Cost Proposal (30 points) 

2. Scoring Process:

Stage One: Proposals must include the requested files stated in all of PART IV, B.  Any proposal not including all the required forms/documentation listed in PART IV, B., will be ineligible for award consideration.  Those proposals meeting these initial eligibility requirements will then be reviewed for ITSM project implementation eligibility requirements (Appendix C).  All proposals that are deemed to meet the ITSM project implementation eligibility requirements will move on to Stage Two of the evaluation and scoring process.

Stage Two: “Organization Qualifications and Experience” sections (PART IV, B, Section II.) of all proposals meeting the eligibility requirements in Stage One will be evaluated by the Evaluation Team using the consensus approach.  Members of the Evaluation Team will not score this section individually but, instead, arrive at a consensus as to assignment of points for this section.  Proposals will be able to earn up to a maximum of 30 points for this section with the minimum score of 18 being required for a proposal to move onto Stage Three.

Stage Three: The “Proposed Services” section (PART IV, B., Section III) of all proposals with a score of 18 or higher in Stage Two will be evaluated and scored by the Evaluation Team using the consensus approach.  Members of the Evaluation Team will not score this section individually but, instead, arrive at a consensus as to assignment of points for this section.  Proposals will be able to earn up to a maximum of 40 points for this section with the minimum score of 24 being required for a proposal to move onto the final evaluation stage, Stage Four.

All proposals with an initial score of 24 or higher in Stage Three will qualify for the opportunity to provide a demonstration of the proposed ITSM solution.  The Department reserves the right to limit demonstrations to the Bidders with the three highest overall scores.   The Department anticipates that demonstrations will be scheduled to occur two to four weeks after the proposal submission deadline. Changes to proposals will not be permitted during, or as a result of, the demonstrations. After demonstrations, the Department reserves the right to revise the scores assigned in the initial evaluation of Stage Three.

Stage Four: The “Cost Proposal” (PART IV, B., Section IV.) of all proposals with a score of 24 or higher in Stage Three will be scored as described below.

Scoring the Cost Proposal: Proposals will be able to earn up to a maximum of 30 points for this section.  The total cost proposed for conducting all the functions specified in this RFP will be assigned a score according to mathematical formulas.  The lowest submitted total cost, including “Fixed Price” and “Managed Services”, will be awarded 30 points.  Proposals with higher total costs will be awarded proportionately fewer points calculated in comparison with the lowest bid.
	
The scoring formula is:

(Lowest submitted cost proposal / Cost of proposal being scored) x 30 = pro-rated score

No Best and Final Offers: The State of Maine will not seek a best and final offer (BAFO) from any Bidder in this procurement process.  All Bidders are expected to provide their best value pricing with the submission of their proposal.

Negotiations:  The Department reserves the right to negotiate with the highest ranked Bidder to finalize a contract at the same rate or cost of service as presented in the selected proposal.  Such negotiations may not significantly vary the content, nature or requirements of the proposal or the Department’s Request for Proposals to an extent that may affect the price of goods or services requested.  The Department reserves the right to terminate contract negotiations with a selected respondent who submits a proposed contract significantly different from the proposal they submitted in response to the advertised RFP.  In the event an acceptable contract cannot be negotiated with the highest ranked Bidder, the Department may withdraw its award and negotiate with the next-highest ranked Bidder, and so on, until an acceptable contract has been finalized.  Alternatively, the Department may cancel the RFP, at its sole discretion.

C. [bookmark: _Toc367174745][bookmark: _Toc397069209][bookmark: _Toc503864890][bookmark: _Toc27754906]Selection and Award

1.	The final decision regarding the award of the contract will be made by representatives of the Department subject to approval by the State Procurement Review Committee.
2.	Notification of contractor selection or non-selection will be made in writing by the Department.
3.	Issuance of this RFP in no way constitutes a commitment by the State of Maine to award a contract, to pay costs incurred in the preparation of a response to this request, or to pay costs incurred in procuring or contracting for services, supplies, physical space, personnel or any other costs incurred by the Bidder. 
4.	The Department reserves the right to reject any and all proposals or to make multiple awards. 

D. [bookmark: _Toc367174746][bookmark: _Toc397069210][bookmark: _Toc503864891][bookmark: _Toc27754907]Appeal of Contract Awards 

Any person aggrieved by the award decision that results from this RFP may appeal the decision to the Director of the Bureau of General Services in the manner prescribed in 5 MRSA § 1825-E and 18-554 Code of Maine Rules, Chapter 120 (found here: Chapter 120).  The appeal must be in writing and filed with the Director of the Bureau of General Services, 9 State House Station, Augusta, Maine, 04333-0009 within 15 calendar days of receipt of notification of contract award.

[bookmark: _Toc367174747][bookmark: _Toc397069211][bookmark: _Toc503864892][bookmark: _Toc27754908]
PART VI	CONTRACT ADMINISTRATION AND CONDITIONS

A. [bookmark: _Toc367174748][bookmark: _Toc397069212][bookmark: _Toc27754909]Contract Document

1.	The successful Bidder will be required to execute a State of Maine BP54-IT with appropriate riders as determined by the issuing department.  

	The complete set of standard State of Maine Service Contract documents, along with other forms and contract documents commonly used by the State, may be found on the Division of Procurement Services’ website at the following link: 
	Division of Procurement Services Forms Page

2.	Allocation of funds is final upon successful negotiation and execution of the contract, subject to the review and approval of the State Procurement Review Committee.  Contracts are not considered fully executed and valid until approved by the State Procurement Review Committee and funds are encumbered.  No contract will be approved based on an RFP which has an effective date less than fourteen (14) calendar days after award notification to Bidders.  (Referenced in the regulations of the Department of Administrative and Financial Services, Chapter 110, § 3(B)(i): Chapter 110)

	This provision means that a contract cannot be effective until at least 14 calendar days after award notification.

3.	The State recognizes that the actual contract effective date depends upon completion of the RFP process, date of formal award notification, length of contract negotiation, and preparation and approval by the State Procurement Review Committee.  Any appeals to the Department’s award decision(s) may further postpone the actual contract effective date, depending upon the outcome.  The contract effective date listed in this RFP may need to be adjusted, if necessary, to comply with mandated requirements.

4. In providing services and performing under the contract, the successful Bidder(s) shall act as an independent contractor and not as an agent of the State of Maine.

B. [bookmark: _Toc367174749][bookmark: _Toc397069213][bookmark: _Toc27754910]Standard State Agreement Provisions

1.	Agreement Administration
a.	Following the award, an Agreement Administrator from the Department will be appointed to assist with the development and administration of the contract and to act as administrator during the entire contract period.  Department staff will be available after the award to consult with the successful Bidder in the finalization of the contract. 
b.	In the event that an acceptable contract cannot be negotiated with the highest ranked Bidder, the Department may withdraw its award and negotiate with the next-highest ranked Bidder, and so on, until an acceptable contract has been finalized.  Alternatively, the Department may cancel the RFP, at its sole discretion.

2.  	Payments and Other Provisions
The State anticipates paying the Contractor on the basis of net 30 payment terms, upon the receipt of an accurate and acceptable invoice.  An invoice will be considered accurate and acceptable if it contains a reference to the State of Maine contract number, contains correct pricing information relative to the contract, and provides any required supporting documents, as applicable, and any other specific and agreed-upon requirements listed within the contract that results from this RFP.


[bookmark: _Toc367174750][bookmark: _Toc397069214][bookmark: _Toc503864895][bookmark: _Toc27754911]PART VII	LIST OF RFP APPENDICES AND RELATED DOCUMENTS


1. Appendix A – Proposal Cover Page

2. Appendix B – Debarment, Performance and Non-Collusion Certification

3. Appendix C – Eligibility to Submit Bids

4. Appendix D – Organization Qualifications and Experience 

5. Appendix E - Functional Requirements and Questions

6. Appendix F – Technical Requirements and Questions

7. Appendix G – Cost Proposal Form

8. Appendix H – Supporting Policy Documents

9. Appendix I – Submitted Questions Form

10. Appendix J – Response Checklist









	
[bookmark: QuickMark][bookmark: _Toc27754912]
APPENDIX A 

State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc503864896][bookmark: _Toc27754913]PROPOSAL COVER PAGE
[bookmark: _Hlk22890217]RFP# 201908139
IT Service Management (ITSM) Solution
 
	Bidder’s Organization Name:
	

	Chief Executive - Name/Title:
	

	Tel:
	
	E-mail:
	

	Headquarters Street Address:
	

	Headquarters City/State/Zip:
	

	(Provide information requested below if different from above)

	Lead Point of Contact for Proposal - Name/Title:
	

	Tel:
	
	E-mail:
	

	Headquarters Street Address:
	

	Headquarters City/State/Zip:
	



· This proposal and the pricing structure contained herein will remain firm for a period of 180 days from the date and time of the bid opening.
· No personnel currently employed by the Department or any other State agency participated, either directly or indirectly, in any activities relating to the preparation of the Bidder’s proposal.
· No attempt has been made, or will be made, by the Bidder to induce any other person or firm to submit or not to submit a proposal.
· The above-named organization is the legal entity entering into the resulting agreement with the Department should they be awarded the contract.
· The undersigned is authorized to enter into contractual obligations on behalf of the above-named organization.

To the best of my knowledge, all information provided in the enclosed proposal, both programmatic and financial, is complete and accurate at the time of submission.

	Name (Print):


	Title:

	Authorized Signature:


	Date:
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[bookmark: _Toc27754914]APPENDIX B

State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc27754915]DEBARMENT, PERFORMANCE and NON-COLLUSION CERTIFICATION
RFP# 201908139
IT Service Management (ITSM) Solution

	Bidder’s Organization Name:
	



By signing this document, I certify to the best of my knowledge and belief that the aforementioned organization, its principals and any subcontractors named in this proposal:
a. Are not presently debarred, suspended, proposed for debarment, and declared ineligible or voluntarily excluded from bidding or working on contracts issued by any governmental agency.
b. Have not within three years of submitting the proposal for this contract been convicted of or had a civil judgment rendered against them for:
0. Fraud or a criminal offense in connection with obtaining, attempting to obtain, or performing a federal, State or local government transaction or contract.
0. Violating Federal or State antitrust statutes or committing embezzlement, theft, forgery, bribery, falsification or destruction of records, making false statements, or receiving stolen property;
0. Are not presently indicted for or otherwise criminally or civilly charged by a governmental entity (Federal, State or Local) with commission of any of the offenses enumerated in paragraph (b) of this certification; and
0. Have not within a three (3) year period preceding this proposal had one or more federal, State or local government transactions terminated for cause or default.
c. Have not entered into a prior understanding, agreement, or connection with any corporation, firm, or person submitting a response for the same materials, supplies, equipment, or services and this proposal is in all respects fair and without collusion or fraud. The above-mentioned entities understand and agree that collusive bidding is a violation of State and federal law and can result in fines, prison sentences, and civil damage awards.
Failure to provide this certification may result in the disqualification of the Bidder’s proposal, at the discretion of the Department.

	Name (Print):


	Title:

	Authorized Signature:


	Date:


[bookmark: _Toc27754916]APPENDIX C

State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc27754917]ELIGIBILITY TO SUBMIT BIDS
RFP# 201908139
IT Service Management (ITSM) Solution

	Bidder’s Organization Name:
	




	Using the template below, provide an ITSM implementation project, and bidder’s role in that project, that occurred within the past five years.  The Department will contact the client identified below to verify implementation of the ITSM project.  Any project determined not to have been implemented will result in disqualification of that proposal from award consideration.

	
Project: 

Implementation Date:

Bidder’s Role:

Products Implemented: 

Client:

Client Contact Name:

Client Telephone Number:

Client E-Mail:




[bookmark: _Toc27754918][bookmark: _Hlk513195573]


APPENDIX D

State of Maine 
[bookmark: _Hlk513544156]Department of Administrative and Financial Services
[bookmark: _Toc27754919]ORGANIZATION QUALIFICATIONS AND EXPERIENCE
RFP# 201908139
IT Service Management (ITSM) Solution

Please limit your response of the organization overview to no more than five (5) pages. Please refrain from submitting general marketing materials which do not explicitly respond to the questions below. 

	Organization Overview:
Provide an Executive Summary as to your company's history, experience and services as they relate to the services proposed in this RFP. Include any qualifications, such as any applicable licensure and/or certifications.

Include size, length of time in business, in-house capabilities, location of your principal offices, and number of full and part-time employees. In addition, please provide the total number of employees compared to the total number of clients you represent.

Describe any attributes or unique characteristics of the organization that would make it especially qualified to perform the required work activities. Share your business development philosophy, including the types of clients you specialize in representing.

	


























	Client References: 
Using the templates provided below, provide a minimum of four (4) ITSM client references that you have contracted with for similar services, new sales or renewals, within the last three years. 
  
For each reference provided, describe the project and in detail your experience and qualifications performing the scope of work described in this RFP.

The Department may contact all references.  References that are no longer in business should not be listed. Inability to reach the reference will result in that reference being considered non-responsive.



	Client Reference

	Client:
	

	Address:
	

	Contact Person:
	

	Telephone:
	

	E-Mail:
	

	Project Name:
	

	Project Start:
	

	Project End:
	

	Role - Prime or Subcontractor:
	

	Product Name:
	

	Brief Description of Project
	

	

















[bookmark: _Toc27754920][bookmark: _Toc23349179][bookmark: _Toc27754922]APPENDIX E

State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc27754921]FUNCTIONAL REQUIREMENTS AND QUESTIONS
RFP# 201908139
IT Service Management (ITSM) Solution

The Bidder must indicate how the proposed ITSM solution will comply with the following functional requirements and provide answers to the following questions as they relate to the current release of the product. All bids shall explain how the proposed solution meets the requirements below. Suitable alternative solutions may be considered, if the solution is deemed “equal to or greater than” the specification.  Bid responses without sufficient functional documentation may be rejected.

	Req ID
	Description

	Change Management

	FR-0
	Product Name

	
	<enter Product Name here>


	FR-1
	Describe the product's ability to identify and track incidents to prior change requests.

	
	<enter detailed response here>



	FR-2
	Describe the product's ability to allow for scheduling of recurring events.

	
	

	FR-3
	How would the Change Management process support multiple groups of approvers, possibly following multiple change paths? 

	
	


	FR-4
	How does the product facilitate emergency changes?

	
	

	FR-5
	How does the product allow for defining dependencies between change requests?

	
	

	FR-6
	Can the product route tasks in a change management request to different/multiple individuals and/or groups?

	
	

	Financial Management


	FR-7
	Describe the product’s ability to track and manage purchases.
----Can the product track productivity/billable time related to a ticket / issue?
----Can the product capture accounts receivable and accounts payable information?

	
	

	General


	FR-8
	Describe the product's ability to record activities and time spent on the activities.

	
	

	FR-9
	Describe the product's dashboard capabilities, including real-time, out-of-the-box (OOTB) and customization abilities.

	
	


	FR-10
	Describe the product’s ability to link and/or merge tickets.
----Describe the ability to create hierarchies of issues (e.g.: epic, story, task)
----Describe the ability to duplicate recurring hierarchies of issues (e.g.: monthly, quarterly, yearly maintenance)

	
	

	FR-11
	Describe the product's ability to send internal/external notifications.
----Describe the end user's ability to manage communication from the product

	
	


	FR-12
	Describe the product's ability for automated escalation.

	
	


	FR-13
	How does the system provide legacy data support?

	
	


	FR-14
	Describe integration capabilities between modules. 

	
	


	FR-15
	Describe how and where prioritization/urgency is managed within the product.

	
	

	FR-16
	Describe how tasks are assigned to individuals and the notification process for assignments.

	
	



	FR-17
	Describe the product's ability to identify and document root cause analysis.

	
	


	FR-18
	Describe the product's audit logging capabilities.

	
	

	FR-19
	Does the product support the ability to add attachments? Which processes support this feature?

	
	

	FR-20
	Describe the product’s reporting capabilities, including ad-hoc reporting, scheduling, and automation.

	
	


	FR-21
	Describe how the product supports role-based access.

	
	


	FR-22
	Describe the workflow capabilities of the product and how they are created.

	
	


	FR-23
	The solution has the ability to generate all standard reports within an acceptable response time and meet State performance standards; reports and acceptable response times will be defined during the initial analysis. 

	
	



	FR-24
	What capabilities does the product have to send communications (email, chat, IM, etc.) to any user or group and have the message and response tracked in the product?

	
	


	Incident Management


	FR-25
	Describe the product’s ability to facilitate Incident Management.

	
	


	FR-26
	Describe how the product manages tasks within Incident Management and Request Fulfillment.

	
	


	FR-27
	Describe the product's ability to manage and link incident records to multiple service level agreements (SLAs) and tiers of service, based on IT customer groups or 
associated lines of business.

	
	


	FR-28
	Describe the product’s ability to conduct standard or customized user surveys.

	
	


	FR-29
	How does the solution offer integration for remote support?

	
	


	FR-30
	How is Knowledge Management integrated with Incident Management in the tool?

	
	


	Reporting and SLA’s


	FR-31
	Describe the product's ability to link to SLAs for alerting and how impact can be assessed if a service is performing below agreed upon levels.

	
	


	Incident Management


	FR-32
	Describe the product's ability to set a trigger for existing documentation to facilitate first contact resolution based on product or service entered. 

	
	


	FR-33
	Describe the product's ability to integrate with the State phone system.

	
	


	FR-34
	Describe the product's self-service offerings. 

	
	


	FR-35
	Describe the search capabilities for incident matching and trending.
----Are trending issues automatically recognized and alerted?

	
	


	FR-36
	Describe the features available to support the routing of incidents based on available resources.

	
	

	FR-37
	Describe the product's ability to integrate with event and alert monitoring tools.

	
	

	FR-38
	Describe the product's ability to utilize ticket templates/quick tickets.

	
	



	FR-39
	Describe the product's ability to assign tasks/tickets to non-system users (other State Agencies or outside service provider).

	
	

	FR-40
	Describe the product's ability to manage/reporting of SLAs.

	
	


	FR-41
	Describe the product's ability to generate reports on incident history and trends.

	
	

	FR-42
	Provide details of the mobile portal for use by IT staff to manage work.

	
	


	Knowledge Management


	FR-43
	Describe the product’s Knowledge Management module/functionality.

	
	


	FR-44
	Is there a public facing component to the product's Knowledge Management module?

	
	

	FR-45
	Does the product support the Knowledge Centered Support (KCS) methodology?

	
	


	FR-46
	Explain how knowledge articles are integrated with tickets.

	
	


	FR-47
	Describe how the knowledge management system promotes collaboration.

	
	


	FR-48
	Describe the process of article review and approval.

	
	


	FR-49
	Outline how the knowledge management system facilitates self-service.

	
	


	FR-50
	Describe the knowledge management modules ability to capture and report metrics.

	
	


	FR-51
	Demonstrate the knowledge system's multi-media capabilities.

	
	

	FR-52
	Describe how the knowledge management system manages duplicate articles.

	
	


	Problem Management


	FR-53
	Describe the product's Problem Management module/functionality.

	
	


	FR-54
	Describe the product's ability to automate opening of a problem record from an incident record based on business rules and SLAs.

	
	

	FR-55
	Describe the product's ability to link problems/known error records to a Configuration Item (CI), group of CIs, or a service.

	
	

	Project and Portfolio Management


	FR-56
	Describe the product’s Project and Portfolio Management capabilities.

	
	


	Release Management


	FR-57
	Describe the product’s ability to facilitate Release Management.

	
	


	Request Fulfillment


	FR-58
	Describe the product’s ability to facilitate Request Fulfillment.

	
	


	FR-59
	How does the product track and schedule service requests?

	
	


	FR-60
	Describe how the product’s self-service portal provides a ‘shopping cart’ approach to ordering services and equipment.

	
	


	FR-61
	Describe the product's ability to provide contextual help for requestors.

	
	


	FR-62
	Describe the product's ability to interface with Procurement and IT Financial Systems.

	
	

	Service, Asset and Config. Management


	FR-63
	Describe the product's Service Catalog capabilities.

	
	


	FR-64
	Describe the Configuration Management Database (CMDB) capabilities.

	
	


	FR-65
	Describe how the product identifies asset impacts as a result of a change.

	
	


	FR-66
	How does the product support the ability to track and report purchase dates, warranties, lifecycles, licensing, etc.?

	
	

	FR-67
	Describe the product’s ability to support barcodes/QR codes.

	
	


	FR-68
	Describe the product’s ability to auto discover assets (both using an agent and agentless).

	
	

	FR-69
	Describe the product's ability to leverage maintenance windows for changes to assets.

	
	





APPENDIX F

State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc23349180][bookmark: _Toc27754923]TECHNICAL REQUIREMENTS AND QUESTIONS
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The Bidder must indicate how the proposed ITSM solution will comply with the following technical requirements and provide answers to the following questions as they relate to the current release of the product. All bids shall explain how the proposed solution meets the requirements below. Suitable alternative solutions may be considered, if the solution is deemed “equal to or greater than” the specification.



	Req ID
	Description

	TR-0
	Product Name

	
	<enter product name here>

	TR-1
	Provide a list of products and services that the product integrates with out of the box.

	
	<enter detailed response here>

	TR-2
	Is the product mobile enabled/mobile app?

	
	

	TR-3
	The application will conform to Browser Compatibility as denoted in the Maine State Web Standards Policy listed in Appendix H – Supporting Policy Documents.

	
	

	TR-4
	How does the product support single sign-on and what methods are supported?

	
	

	TR-5
	Describe the product’s ability to support multiple units having different configuration needs.

	
	

	TR-6
	How does the product protect sensitive information (e.g.: celebrity end users [governor], passwords, PII, sensitive issues)?

	
	

	TR-7
	How does the product allow for the management of master data?

	
	

	TR-8
	How does the product handle upgrades?

	
	

	TR-9
	Data residency remains in the Continental United States at all times.

	
	

	TR-10
	A minimum of 1-month worth of backups will be available and easily restored upon customer’s requests, and a balance up to 1-year restored.

	
	

	TR-11
	The solution must be ADA (Americans with Disabilities Act), 508-compliant.

	
	

	TR-12
	The application will conform to State Accessibility Policies listed in Appendix H – Supporting Policy Documents.

	
	

	TR-13
	The solution will conform to State Security Standards. An example of this is described in Maine's Information Technology Security Policy, included in Appendix H – Supporting Policy Documents. 

	
	

	TR-14
	Branding - The awarded Bidder will be required to adhere to the State of Maine branding as outlined in the Web Standard policy found in Appendix H – Supporting Policy Documents.

	
	

	TR-15
	The solution will require strong passwords (example: 8 or more characters, including a mix of uppercase/ lowercase letters, numbers, and special characters), and meet LDAP industry standard requirements. 

	
	

	TR-16
	The solution will have session time out feature which can be defined by administrative user.

	
	

	TR-17
	For web based applications, closing all application windows in browser will log off user.  Solution prevents restarting of session from browser history or cache.

	
	

	TR-18
	The solution has the ability to allow authorized users to have access to a log of security activity to determine users that have signed on and off the solution, as well as unsuccessful attempts to sign on to the solution.

	
	

	TR-19
	The solution has the ability to allow the audit trail to have a date/time stamp to the nearest second.  

	
	

	TR-20
	The solution has the ability to provide role-based security.  These roles will control access to screens, functions, and data fields, and they will enable certain process permissions, depending upon the task being performed.

	
	

	TR-21
	The solution has ability to mask at the field level, based on security permissions.

	
	

	TR-22
	Does the product offer integration with the following: 


	
	

	TR-22a
	Microsoft System Center Configuration Manager and Operations Manager

	
	

	TR-22b
	Microsoft Client Access Service

	
	

	TR-22c
	Microsoft Exchange, Outlook, Sharepoint, and Orchestrator

	
	

	TR-22d
	Chat / IM solutions

	
	

	TR-22c
	Text Messaging / MMS

	
	

	TR-22d
	Unified Communications infrastructure

	
	

	TR-22e
	Computer Telephony Interface (CTI)

	
	

	TR-22f
	Solar Winds

	
	

	TR-22g
	Pinnacle Communications Management Solution

	
	

	TR-22h
	LightSpeed Retail Point of Sale System

	
	

	TR-22i
	Daptiv Project and Portfolio Management Software

	
	

	TR-22j
	Ellucian Colleague Financial Systems (formerly Datatel)

	
	

	TR-22k
	Cisco Network Management Tools

	
	

	TR-22l
	iTop Configuration Management Database (integration and import capabilities)

	
	

	TR-22m
	Active Directory Authentication and Security Groups

	
	

	TR-22n
	Identity and Access Management solutions (password mgmt, user provisioning)

	
	

	TR-22o
	Calero Telecommunication Expense Management

	
	

	TR-22p
	Calabrio Quality Management and Workforce Management

	
	

	TR-22q
	Swampfox IVR, Proactive Outreach Manager, First in Line, Elite Multi-Channel

	
	

	TR-22r
	JIRA

	
	

	TR-22s
	Confluence

	
	

	TR-22t
	Oracle Enterprise Manager

	
	

	TR-22u
	Nexpose

	
	

	TR-22v
	Tenable.io

	
	

	TR-22w
	MS Groups/Teams
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	Bidder’s Organization Name:
	

	Schedule A – Fixed Price Amount
	$ 

	Schedule B – Managed Services
	$

	Total Bid Price = Schedules(A+B):
	$ 




Use the tables below in detailing the cost proposal. Schedules A and B must be filled out in their entirety.

1. Schedule A – Fixed Price Amount

Pricing Schedule A summarizes the price for all bidder activities for phases 1,2, and 3, including all activities related to services described in this RFP,for the required service components. 
	Payment Deliverable
	Fixed Price Amount

	Phase 1 – Project Initiation and Discovery
	

	Phase 2 – Implementation
	

	Phase 3 – Training
	

	Total Fixed Price Amount (copy to table above)
	



2. Schedule B – Phase 4 - Managed Services 

Pricing schedule B – Bidders should list all other costs that are not included in the fixed priced amount from schedule A.

	Item
	Initial Period
	Renewal Period 1
	Renewal Period 2
	Renewal Period 3
	Renewal Period 4

	Licensing
	
	
	
	
	

	Hosting
	
	
	
	
	

	Support/Maintenance
	
	
	
	
	

	Other (identify)
	
	
	
	
	

	Total Cost/Period
	
	
	
	
	

	Total Cost (All Periods) (copy to table above)



3. Schedule C – Component Price Catalog

Pricing schedule C – Bidders should list costs for implementation of additional components that are not included as part of the initial solution.  Include any changes that these components may have on Managed Services Costs. Enter zero if no additional costs.


	Component
	Discovery and Mapping

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Financial Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Knowledge Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Project/Portfolio Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Release Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Configuration Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	



	Component
	Service Level Management

	Implementation
	

	Licensing
	

	Hosting
	

	Support/Maintenance
	

	Other(list)
	

	TOTAL
	




4. Schedule D – Professional Services Rates

Pricing schedule D – The Bidder must identify technical staff classifications and the hourly rates for each that may be necessary to meet the Department's business needs for any work above and beyond the scope of this RFP. These hourly billing rates will be in effect through the full term of the initial period of performance.

	CLASSIFICATION
	HOURLY RATE

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	


[bookmark: _Ref339547793][bookmark: _Ref339547794][bookmark: _Ref339548217][bookmark: _Ref339548254][bookmark: _Ref339548424][bookmark: _Toc347993822]

[bookmark: _Toc27754926]APPENDIX H
State of Maine 
Department of Administrative and Financial Services
[bookmark: _Toc27754927]SUPPORTING POLICY DOCUMENTS
[bookmark: _Toc347993823]RFP# 201908139
IT Service Management (ITSM) Solution

The purpose of this supporting policy document appendix is to provide a listing of all the policy documents referenced in the procurement document, appendices and Bidder workbooks. Bidders should access these policy documents through the links provided below, as these policy documents will be used as a baseline. This will ensure that any policy changes subsequent to the issuance of this procurement document do not impact the requirements.

Bidders will be responsible for adhering to all Federal and State requirements that are in effect at the time of contract signing. 

[bookmark: _Toc347993884]Policy Document Listing

	Document Title/Name
	Weblink

	State of Maine Remote Hosting Policy
	http://www.maine.gov/oit/policies/RemoteHostingPolicy.pdf 

	State of Maine Application Deployment Certification Policy
	http://www.maine.gov/oit/policies/Application-Deployment-Certification.pdf 

	State of Maine Accessibility Policies and Standards
	https://www.maine.gov/oit/policies/Digital AccessibilityPolicy.pdf

	State of Maine Information Technology Security Policy
	http://www.maine.gov/oit/policies/SecurityPolicy.pdf 

	State of Maine Application Hosting-Customization Policy
	http://www.maine.gov/oit/policies/HostingCustomizationPolicy.pdf 

	Web Standard Policy
	https://www.maine.gov/oit/policies/webstandards.html 
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	Organization Name:
	



	RFP Section & Page Number
	Question

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	

	
	



* If a question is not related to any section of the RFP, state “N/A” under “RFP Section & Page Number”.
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Prior to submitting your response please make sure you’ve responded to each of the sections identified below.

	File 1
	

	A. Proposal Cover Page
	

	B. Debarment, Performance and Non-Collusion Certification
	

	C. Eligibility to Submit Bids
	

	    File 2
	

	A. Organization Qualifications and Experience
	

	B. Organizational Chart
	

	C. Litigation
	

	D. Financial Viability
	

	E. Licensure/Certification
	

	F. Certificate of Insurance
	

	File 3
	

	A. [bookmark: _Hlk536018203]ITSM Solution Strategy
	

	1. Strategic Roadmap and Timeline
	

	2. Initial Product Backlog
	

	3. Software Requirements
	

	B. Phases of Work
	

	1. Project Initiation and Discovery
	

	2. Implementation
	

	3. Training
	

	4. Managed Services 
	

	C. Professional Services
	

	D. ITSM Solution Requirements
	

	1. Functional Requirements and Questions
	

	2. Technical Requirements and Questions
	

	3. Services to be Provided
	

	File 4
	

	A. Cost Proposal
	
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