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PROPOSED SERVICE REQUIREMENTS

	Questions Requiring Responses (Insert into Section 4 of Proposal)

	Who answers the help desk calls, non-technical representatives or technicians?

	



	Do you use a ticketing system? If so, what tool?

	



	How do you address help desk tickets, by priority level or on a first-come, first-served basis?

	



	If an emergency arises requiring onsite support, how soon will a technician be onsite?

	



	Will the City have access to their help desk reports or the entire help desk platform?

	



	What other types of reports or reporting platforms do you offer to keep City staff in the loop on open issues?

	



	What tools are you recommending that you use to support the City’s IT projects? 

	



	What certifications does your company hold? (e.g., Microsoft Gold Partner, certified Apple partner, SOC 2 Type 2, etc.)

	



	If available, please provide a case study on a client you have worked with.

	



	Provide at least three (3) references that the City can speak with about the services you provide to them. Include contact name, email and phone number, time who have supported them and  services provided to them.

	 



	How many years has the company been in the business?

	



	How many years of experience do your technicians have on average?

	



	Will you have a project manager assigned to the City that will keep management and staff informed?

	



	How many technicians in total are on staff? 

	



	How large is your organization now versus when it was formed? 

	



	What is the average length of your client engagements?

	



	In what ways will you assist the City to enhance out use  of current technologies?

	



	Describe your approach to onboarding your team?

	



	Describe your most challenging onboarding example, why it was challenging and how you overcame any issues.

	



	Given the City has had at least two (2) full-time support staff onsite daily and your support model may not include an onsite model, how will you ensure a smooth transition from the onsite model to a more remote model?

	






