Request for Quote (RFQ) for Schools Technical Support


Defining a technical support requirement for your school

The following Request for Quote (RFQ) letter attempts to define the technical support requirements for the school. 
Some of our relevant school details are as follows:

	School Name

	

	School Roll Number

	

	School Address 

	

	School phone number 

	

	School Principal's name

	

	School Principal's email address

	

	Technical support contact name (regarding queries etc)

	

	Technical support contact phone 
	

	Technical support contact email address 
	


Dear ‘Provider’, 

Our school is requesting a quote for Technical Support for our school.
To assist you (the provider of technical support) in this regard we have provided some details which will assist you in understanding our technical support requirement. Please feel free to contact us regarding clarification on this matter. First we’d like to outline our overall position with respect to the priority of ICT in the school. The following section on school strategy outlines this approach.
School Strategy on ICT and specifically in relation to improving the model of technical support 

 (Note: The following points summarise the elements to be considered prior to finalising the RFQ. It is advisable to include what the school considers to be the most important and relevant points for your school.)
The following points summarise the elements to be considered approach we have decided to take to improve the integration of ICT in the school.

1. Centrality of ICT to the school

The school management has decided that ICT is central to the successful running of the school, both in terms of the learning aspects and the administrative aspects. As a result we need to prioritise how ICT is managed in the school.
2. Standardisation

We recognise that by standardising computer equipment and operating systems that we can simplify the overall technical support task.
a. of computer equipment hardware
b. Software including Operating systems, anti-virus software etc 
3. Intelligent purchasing 

a. We plan to purchase computers etc say once per year in a more planned manner rather than in an ad-hoc manner.

b. We would consider joining with other schools to purchase equipment annually in order to seek better value from vendors.

c. Having approx staff in the school it may be appropriate at a later stage to consider enabling staff to purchase laptops, and possible other ICT items.

4. Process Improvement 
a. We recognise that by introducing some improved levels of planning to the process of managing our ICT infrastructure that we could simplify the overall process. 

b. We’ve decided to add this approach to the overall planning at a school level.
5. Standard Operating Procedures / Preventative maintenance 
We recognise that introducing effective standard ways of doing things in the school improves the process. Examples are:
a. Improving the documenting of problems when they happen, to understand the root causes, to try and prevent a reoccurrence of the problem.
b. Introducing an ICT Log Book (spreadsheet) to document problems.
c. Using this log book and 
d. Resolving basic issues locally before calling technical support via basic procedures
e. Introducing more ICT ‘How to’ procedures into the school (eg Defrag my PC)

f. Staff ICT handbook to encourage /enforce procedures in the school for both teacher and students. 

6. Linking procurement/purchasing with technical support 

a. Purchasing ICT equipment with a minimum 3 year Warranty
7. Training for staff 
a. Adding a training dimension to the School staff ICT handbook
8. Retiring older and troublesome computers.

a. This is a recognition through our experience that at a certain point, older, more troublesome computers, are wasting value school funds, and should be taken out of the system. 
9. Planning – developing an e-Learning plan

a. The schools plans to develop an e-learning plan.
10. Improving ICT infrastructure in the school

a. Improved levels of infrastructure are a school priority.
Other relevant information:
Data Security in School:

We recognise the importance of a secure schools infrastructure for the successful running of the school. We have a number of procedures in place that recognise this fact. Some of these are:

Anti Virus Management:

Using and updating of Anti-Virus Software:

1. We recognize that having up to date Anti-virus software running on all school computers is a critical aspect of the preventative maintenance aspect of technical support. We schedule anti-virus software updates to take place outside of normal school class times. 
Anti Virus notice service available from NCTE Service Desk:

2. The NCTE Service Desk have a service in place that notifies all schools if a virus is detected from a school on the broadband connection. Initially during the early stages of Schools Broadband programme in 2005, and before we had our local anti virus We also ensure that any virus notices that are received by the school from the NCTE Service Desk are acted upon.

3. Not allowing external media onto schools network without it being scanned

Scheduling of Software Updates:

Schedule software updates to take place outside of normal school class times. Performing regular software updates is a critical aspect of the preventative maintenance aspect of technical support.
	Activities relating to Security 
	Detail
	Comment 

	Anti Virus software is installed in all/most PCs
	Yes
	

	
	
	

	Anti Virus updates are run daily/weekly (specify)
	Daily
	

	Software Licensing 
	
	All computers are licensed; We have a school license agreement for all Microsoft operating systems and Microsoft Office.

	Software applications used in the school are:
	
	Internet access to online resources, arrange of learning software for Maths , English Irish and other subjects etc 

	External media is not allowed onto schools network without being scanned first for viruses 
	
	


Note on the Provision of Remote Technical Support 

Remote Technical Support for schools involves a school authorising their designated technical support provider to have secure password controlled remote access to the school network. As a school connected to the Schools Broadband Network the school can, on contacting the NCTE Service Desk and completing the relevant Remote Access form, have this service activated for the successful party who ‘wins’ this technical support RFQ.

As you may be aware this ‘Remote Access’ Service allows an authorised technical support party/company to troubleshoot and resolve issues in the school remotely without having to travel to the school. This should save time and expense and we would hope that it should result into a lower cost of technical support provision to the school. 
Obviously we do realise that all problems cannot be resolved remotely, but with appropriate agreed procedures in place that the level of technical support interworking between the school and the successful technical support provider can be improved to the benefit of both parties.
Disposing of Specific Troublesome Computers

We recognize that disposing of specific troublesome computers that are old and that fail regularly is of benefit to both the school and the successful technical support provider. In such cases it is likely that the technical support costs incurred by the school from these computers would be better used towards the cost of new computers etc.
Note: it is the schools policy to dispose of computers of accordance with the WEEE directive, ie in an environmentally friendly manner.

Warranty: The computer hardware listed under the contract agreement is covered for technical support only unless it is covered under the manufacturer’s warranty. Parts required for repair or replacement of the listed hardware is chargeable, and related labour charges are covered under this contract. 

Data – Backups: All data contained on schools computer systems is the responsibility of the school and the school must ensure that adequate backups of all data, operating systems and application programs are taken prior to any work commencing. Technical Support companies will not under any circumstances accept responsibility for data that has been lost due to its errors or omissions, computer failure or during the process of repair.
Current level of ICT Infrastructure in the school for which Technical Support is required
(Note this is a summary template example - please add or delete items as required to reflect you school situation)
Note: The requirement here is focused on network, computers, server etc. It does not include other specialist ICT equipment such as Digital projectors, interactive whiteboards, digital or video cameras as these items are generally supported via different types of companies.
	Item 
	Quantity/Yes /No 
	Installed/Warranty (Y/N/Don’t Know)
	Relevant Information (examples _

	School Network (LAN)
	60 network points 
	2005 / Don’t know 
	eg CAT5e wired network installed in 2005

	School Wireless Network 
	Yes - in one Lab
	2006 / Don’t know 
	3 base stations/access points ; Note: List make/model of wireless equipment if known

	School Desktop Computers 
	45
	
	We plan to purchase some (possibly 4-6 PC and laptops during the year)

	Computer Lab 
	Yes (included in total number)
	
	This houses 25 of the total of 45 

	School Laptop/Notebook computers 
	8
	
	All Win XP (State Manufacturer)

	Summary of Desktops 


	
	
	Eg Mostly Dell (approx 30), some HP, Lenovo + a mix of others; Mainly Win XP

	Apple Mac Desktops
	2
	
	

	Apple Mac Laptops 
	1
	
	

	Digital video editing Desktop /Graphics card
	1
	
	Win XP

	Administration Desktop PCs 
	2
	
	

	School Administration Server (for Facility/Other please add details here
	1
	
	 

	Computer donations from external company
	
	
	We have 4 PCs that were donated in 2004; They run XP and have 512KB memory. 

	Age of computers 
	
	
	All PC are 6 years old or less  (ie 2002); approx 30 are less than 4 years old

	Minimum Spec of Computers requiring support 
	
	
	The minimum hardware Spec in the school is Pentium 4 with 512KB of memory. 

The minimum operating system spec of any PC in the school is Windows 2000, while most are Win XP. 

	Disposing of Older school PCs (WEEE)
	
	
	We dispose of PCs that cause repeated problems (using WEEE guidelines), as we understand that the overall cost of trying to maintain these does not make sense or is not value for our money.


Technical Support Services required

(in this section we specify the level and scope of technical support required)
The Technical Support services required under this RFQ include the following.
	Service 
	Yes/No 
	Other information

	A monthly visit to the school by the technical support company to address and resolve the ‘issues list’ that has been generated by the school. 

Note this list is send to the technical support company a number of days before their planned visit to the school so as to assist them in planning their monthly visit.


	Yes
	(Note this is an important aspect of technical support which seems to be working well for some schools)

	Network ‘Health check’ /preventative maintenance 
	Yes
	Recommended: It should be possible to do this remotely or to automate aspects of it


	Server ‘Health check’
/preventative maintenance
	Yes
	Recommended: It should be possible to do this remotely or to automate aspects of it


	Network troubleshooting and fault resolution
	Yes
	Recommended 

	PC Hardware & software repairs
Troubleshooting and fault resolution


	Yes
	

	PC upgrade & refurbishment


	?
	

	Microsoft Operating system Installation and support
	
	As required 

	Printer servicing and repair

	No /Discuss in breakout


	(Recommend that school should look at doing as much as this as possible themselves so as to prioritise other areas.)

	Remote Support 

	Yes
	Recommended 

	To reduce the cost of technical support the school is willing to deliver faulty computers to the technical support provider. 
Similarly the school is willing to have repaired computers collected when notified of their repair.
	Yes/No ?
	

	Broadband Support 
	No 
	Provided as part of schools broadband programme


ICT Services that are not required

Certain technical support services are currently being performed by the school, or by external parties such as the NCTE Service Desk (and HEAnet) who manage the Schools Broadband Network, and as such these services are not required as part of this Technical Support contract.

	ICT Support and Training Services NOT required (for clarification purposes)
	Required/Not required
	

	Broadband Connectivity support 
	Not Required
	We receive technical support service from the NCTE Service Desk (at 1800 33 44 66) on our broadband internet connection to the Schools Broadband Network. If there is an internet access issue, we first call them, and they can easily confirm is the connection is OK, 

If we do ever have problems we go through a troubleshooting process with the NCTE, checking cables connections, correct lights on in the router and modem etc.

	Content Filtering 
	Not Required
	As content filtering is provided on the schools broadband connection to the schools broadband network where a wide range of websites are blocked. This service reduces the number of potential technical support issues that arise. The system used is hosted by HEAnet and is based on security services from ‘Fortinet’.

	Security /Firewall Services 
	Not Required
	A Security /Firewall Service on schools broadband connection Viruses and malware are blocked from coming into the school via the schools broadband connection. This service reduces the number of potential technical support issues that arise. The system used is hosted by HEAnet and is based on security services from Fortinet and other services.

	Application Software Support 
	Not Required 
	We do all our own application training on Office , ECDL, and a whole range of other application and 

	ICT Training/CPD
	Not Required
	In summary we don’t expect to have training requirements, as most staff have basic or more advanced ICT usage skills.

A number of teachers have completed courses in – Please state any relevant courses here.


Hours of Service 

The hours that service is required is are Mon- Friday 9am to 5pm
Exceptions (Bank holidays) 

Generally the service will not be required during July and August, or other school holidays.
Proposed Period of Technical Support Contract:

State the period of Contract, suggest September 1st  to end of June. (ie not a full year)
Method of reporting issues 

	Item 
	Required /Not Required

	Telephone support 
	Required

	Email support 
	Required

	Emergency Support 
	Typically for Priority One Network or Server issues only


	Technical Support Contact names  
	Landline no
	Mobile no
	Email address

	Help desk  
	 
	 
	 

	Alternative number to call 
	
	
	


Priority Reporting:

The school recognises that not all reported problems are urgent or high priority and as such are willing to put a procedure in place to agree priority one issues from those of a lower priority.  As such the school proposes the following levels of priority.
	Level of Priority
	Examples
	Action Required
	Service Level required (SLA)

	Priority 1 

(Emergency)
	Network, Server, Admin System down

(impact the whole school is affected)
	Telephone support, remote diagnosis, or call out if these cannot resolve issue
	A response is required within one hour (school to decide) from leaving a phone message or email. A Call out to the school is required if necessary to resolve the issue within the same business day or within 8 business hours of the call. (eg calls logged at 4pm on a Friday and that cannot be resolved remotely require a call out by 3pm on the following Monday. 

	Priority 1
	Broadband connection Down
	Call NCTE Service Desk
	Not applicable

	Priority 1 
	Dept Online Claims / admin system is inaccessible 
	1. Following local troubleshooting, call NCTE Service Desk to check if broadband connection OK. (assuming admin system uses schools broadband rather than a separate line. 
2. Check with Department if the OLCS system is OK; 

3. If both OK escalate to Technical support provider 
	A response is required within one hour (school to decide) from leaving a phone message or email. A Call out to the school is required if necessary to resolve the issue within the same business day or within 8 business hours (school to decide) of the call. (eg calls logged at 4pm on a Friday and that cannot be resolved remotely require a call out by 3pm on the following Monday.

	Priority 2
	Single PC not starting up
	
	A response is required within one hour (school to decide) from leaving a phone message or an email. A Call out to the school is required if necessary to resolve the issue within the month (ie monthy visit), unless specified otherwise

	Priority 2
	Broadband connection slower than normal
	Call NCTE Service Desk
	Not applicable

	Priority 3
	PC running slow
	
	Handled on monthly visit or sooner if agreed between both parties (ie if service provider is in the school vicinity and the schools can facilitate a visit.

	Priority 4
	Enquiry on technical issue
	
	Handled on monthly visit or sooner if agreed between both parties (ie if service provider is in the school vicinity and the schools can facilitate a visit.


Process to be used to select a technical support provider 
It is proposed to use the following or similar process:
1. On receipt of this Request for Quote (RFQ) interested parties should respond in writing or by email to the school indicating their interest. Resulting from this the school may contact interested parties to arrange a meeting and for them to carry out a survey of the ICT Infrastructure in the school. Although the school has outlined the ICT infrastructure in the this document, it is necessary that interested parties contacted by the school visit the school at an agreed time to carry out a site survey.
2. Site Survey and ICT Equipment /Network Audit: 
We would welcome interested Technical Support Providers who will need to perform a site visit to the school and conduct an ICT Equipment /Network Audit.
3. Following this meeting and site survey/audit the school will update this RFQ document if required to reflect any matters discussed and arising from the visit.
4. Parties interested in providing a quote in response to this Request for Quote should provide a costed proposal to the school in the following format.

Costs :

Two basic models of technical support costs are outlined. The school can request the costs associated with either one or both of the model. These are: 

Cost Model A:

Costs for a contract for the school year including a full day where a technician visits  the school once a month.

Or 

Cost Model B: 

Where a full day in the school per month call out is not included. In this case costs are charged on a call out basis.
Cost Model A: (Costs for a contract including a full day in the school per month.)
	Item 
	Cost (ex VAT)
	VAT Rate (13.5%  or 21.5% 
	Total Cost (incl VAT)

	Cost of service as outlined in this RFQ. This includes the cost of 1 full day of technical support per month.
(ie a monthly visit to the school by the technical support company to address and resolve the ‘issues list’ that has been generated by the school.)
	
	
	


Options within Model A
	Item 
	Cost (ex VAT)
	VAT Rate (13.5%  or 21.5%
	Total Cost (incl VAT)

	Cost per additional half day
	
	
	

	Cost per additional full day
	
	
	


Other Options within Model A

	Item 
	Cost (ex VAT)
	VAT Rate (13.5%  or 21.5%
	Total Cost (incl VAT)

	To be listed if required by the school
	
	
	


Cost Model B: (Where a day of technical support in the school per month does not form part of the contract)
In this case costs are charged on a call out basis instead.
	Item 
	Cost (ex VAT)
	VAT Rate (13.5%  or 21.5%
	Total Cost (incl VAT)

	Cost per hour
	
	
	

	Cost per half day
	
	
	

	Cost per full day
	
	
	


VAT rate applicable to service (ie currently 13.5% for service, 21.5% for hardware, software etc)
Reference Customers: 
Provider should include references from schools and contacts in schools where technical support is currently being provided by them.
Evaluation and Contract Award.

The school proposes to award the technical support contract on the basis of applying the following criteria (percentage weighting etc):

	AWARD CRITERIA
	%

	Understanding of the requirements and the quality of the solution proposed to meet our school situation. Flexibility to meet schools needs
	20%

	Cost
	80%

	TOTAL
	100%
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