SECTION 3:   SCOPE OF WORK AND REQUIREMENTS
General Scope of Work

The University of Rhode Island seeks a cloud service partner to host and maintain its IT Service Management (ITSM) system.  The system must support all aspects of IT service management including incident, problem, request, change, project, portfolio and configuration management.

The system must be fully accessible from a variety of end-point computing devices to include desktop, laptop, tablet and phone devices.  The system must support an end-user interface for submitting and receiving status updates about all of the elements of the ITIL framework and support both request approval processes as well as the prioritization and scoring activities of our IT governance groups.
In addition, the vendor must also provide:
· Integration, as appropriate, from its Student Information System, PeopleSoft version 9.0/9.2, Financial System, PeopleSoft Financials version 9.2, and its Human Resource System, PeopleSoft Human Capital Management version 9.2

· Ongoing technical support services for all service delivery of the system to URI, including ongoing live environment support, performance monitoring, data security systems and procedures, patches, fixes and upgrades.

· Service planning defined as planning with the University to determine a mutually agreed upon time for any maintenance to the vendors ITSM system provided to URI.

Specific Activities / Tasks

A.  Company organization and history  

	Req. Nbr
	Description

	A.1
	Provide a brief overview of your company and history of your organization, including any relationship(s) with a parent, subsidiary or affiliated company.

	A.2
	Describe your organizational philosophy/approach to client services.

	A.3
	Provide your most recent ratings for each of the agencies listed below: 

A.M. Best 

Standard & Poor’s 

Fitch 

Moody’s

	A.4
	How long has your company been providing and supporting IT service management systems to higher education institutions in the United States? 

	A.5
	Provide a description of your data center and support staff offices, including the following:

· The location(s) of your data center(s)?  Describe the physical environment(s) and location(s) of your Data Center(s).

· Where is your support staff office? Describe the physical environment and location of your support staff offices.

· Describe the physical environment, staff and security.

	A.6
	What fiduciary responsibility does your organization assume for this project? 

	A.7
	How do you ensure that your record-keeping system is in compliance with all regulations?

	A.8
	Who is your compliance officer/consultant or legal counsel?

	A.9
	Provide at least three customer references, including phone number and email addresses, for similar sized clients with similar scope of work.  At least one should be from higher education.

	A.10
	Provide a description of your company’s experience with implementing an initial ITSM solution.


B – Technical Description
	Req. Nbr
	Description

	User interface and interaction

	B.1
	Describe the product delivery mechanisms (e.g. web-based, app, text, email).  Describe how the product is supported on desktops, laptops, tablets and phones. 

	B.2
	Describe how your product utilized responsive design to adapt to a variety of device screen sizes and orientations.

	B.3
	Describe your support of chat functionality and interaction with chatbot systems.

	B.4
	Provide examples of your support for an integrated service catalog as delivered by your product, including options for easily creating a service request from the catalog.

	B.5
	Describe how end users can engage with the product using self-service functionality for incidents, with particular emphasis on knowledge base integration and automatic incident routing processes.

	B.6
	Describe how you integrate seamlessly with email and with emphasis on any specialized integration with GSuite email.

	System integration and management

	B.7
	Describe your ability to integrate with other systems through iPasS systems and API’s. Include integration points to other device management systems, such as KACE and Jamf.

	B.8
	List all authentication mechanisms supported by your product and integrations with identity and access management systems.

	B.9
	Describe your support for group and role-based security, hierarchical administration, multi-group membership, data element access control.

	B.10
	Describe your ability to segregate workspaces for different units within URI including differential branding, site layout, workflows and how items are routed between different units of the organization.

	Reports, Dashboards and Analytics

	B.11
	Describe how clients can view their outstanding service items and both provide additional clarifying information or initiate escalation processes.

	B.12
	Provide examples of your support for major incident and service status dashboards including planned maintenance and emergency outages.  Include examples of how users can subscribe to service outage notifications.

	B.13
	Describe how your product supports robust KPI and service level dashboarding and reporting for both internal and client stakeholders within URI, including front-line staff, management, senior leadership and governance groups.

	B.14
	Provide examples of KPI data collection systems integrated into your product, including technical metrics such as system uptime, mixed metrics such as incident response times and user metrics such as service satisfaction questionnaires.

	B.15
	Please describe your facilities for report creation and dissemination, including vendor custom reporting costs, staff custom report creation, dissemination mechanisms and licensing costs related to delivery of reports to non-IT personnel.

	B.16
	Give examples of delivered management level reports such as incidents not resolved within SLA, outstanding service requests by technician and similar.

	B.17
	Describe your support for workforce analytics to include projected service delivery time and staff augmentation needs with scenario modeling.

	Staff work support

	B.18
	List any automatic user information data entry supported by your system such as auto-completion of work location and contact information based on caller.

	B.19
	Describe how your system is able to track time and effort related to all task execution within the system.

	B.20
	Describe and illustrate your support for service technician appointments, including group assignment as well as holiday and vacation time support.

	B.21
	Describe your support for equipment check-in and check-out for by end users.

	B.22
	Describe your workflow creation, editing and execution support, to include:

· Parallel execution of multiple workflow elements

· Support for approval, ranking and rating processes

· Presentation of workflow status to the end-user

	B.23
	Describe your support for both chargeback and showback models of service accounting, to include:

· Differential rates by unit or individual completing the work

· Charges for materials and supplies

· Discount rates for client units

· Rates by SLA invoked

	Service management support

	B.24
	Describe your support for prioritizing and classifying incidents

	B.25
	Describe your integration with other incident detection systems commonly used for monitoring and alerting across data centers and end-point computing devices.

	B.26
	Describe your ability to attach notes / recorded video / recorded audio to incidents.

	B.27
	Describe how you support grouping of incidents into primary incidents and problems, and how a single resolution can be applied to multiple incident reports.

	B.28
	Describe how incident resolutions are flagged for the potential creation of knowledge articles on the topic.

	B.29
	List the number and type of knowledge bases your product supports, including facilities for segregation of internal IT knowledge and external customer knowledge.

	B.30
	Describe the native support for knowledge article review and update, along with editorial approval processes for new knowledge article creation.

	B.31
	Describe your configuration management support including both hardware and software aspects.  Please include any automated integrations with network and host discovery solutions such as SCCM, KACE and others.

	B.32
	Describe the system support for change management, including the different processes for routine vs multi-level approval processes supported by your product.  Please indicate how change management is integrated with configuration management and other aspects of service management.

	B.33
	Describe how your system supports high-level service requests such as “new employee onboarding” that may involve multiple cooperating IT entities to perform many tasks in parallel interspersed with both user feedback about systems needed and managerial approval for the purchase of these items.

	B.34
	List the potential mechanisms that users can leverage to submit new service requests into the system, and how these requests can be grouped and categorized to form proposed service descriptions.

	B.35
	Describe how IT governance groups can leverage the software to review, rate and prioritize elements of the service pipeline.

	B.36
	Describe how IT projects are linked to the portfolios and the service pipeline.

	B.37
	Describe how your system can be used to manage project status, risk, tasks, resources and financials.

	B.38
	List all the project execution models your system natively supports, such as traditional chained task models, fast / agile project execution and DevOps models.

	B.39
	Describe how projects can be linked to form larger programs and initiatives.

	B.40
	List all project management systems you natively integrate with, with particular emphasis on other project management systems where IT activities are a part of a larger project, such as new building construction. 

	B.41
	Describe how project status reports can be delivered to project requestors, including any licensing constraints that may apply.

	B.42
	Describe how your system can support project testing plans, bug reports and enhancement requests and your ability to merge duplicate reports and requests.

	B.43
	List all software development tracking systems with native integrations with your software suite.

	B.44
	List all software version control system with native integrations with your ITSM system.

	Support and upgrade cycles

	B.45
	For the past three years, please list all product upgrades and versions along with their release dates and percentage of installed user base upgraded within 3 months of release.

	B.46
	Please describe your service desk facilities available to your clients, including hours of support and SLA’s.

	B.47
	Describe the training options you have available for both IT staff working within the system as well as any online resources available for our clients.

	B.48
	What is your annual average uptime for all customers for the past three years?  Please report planned and unplanned downtime as separate items.

	B.49
	List recommended URI staffing resources needed during the implementation of your software, listing roles, activities and hours of effort typically needed.

	B.50
	List recommended URI staffing resources needed for the operational lifetime of this software, showing roles, activities and hours of effort typically needed.


C. Implementation Support
	Req. Nbr
	Description

	C.1
	Provide a narrative description of the proposed project team and its organizational structure, including resumes of key personnel on the project team. 

	C.2
	The Vendor must provide a comprehensive project work plan which includes the recommended project methodology and a minimum of the following: project tasks, milestones, critical path, task start and end dates, appropriate resources to accomplish each task, budget expenditures, deliverables, constraints, and assumptions. The plan must include Planning, Design, Development, System Testing, Implementation, Training, and Documentation. 

	C.3
	The successful vendor shall meet University’s project team during the first four weeks following award of the contract. During these meetings, a “Detailed Project Plan” shall be developed, reviewed, and revised. The University shall provide project direction and shall maintain final approval of decisions relating to the overall design / configuration, development, implementation, testing, and acceptance of the software. 

	C.4
	Vendor Project Manager should have IT project management and system development, implementation experience in managing projects that are similar in scope and successfully implemented. Project manager must have supervisory skills and be able to work in collaborative team environment and mentor clients. 

	C.5
	Successful Vendor shall participate in monthly / weekly project status and performance review meetings to ensure measurable progress is being achieved and the Department’s standards are followed. The activities of the vendor project team shall be directed, coordinated and communicated to ensure that the project progresses per project work plan and is completed on schedule.

	C.6
	Successful vendor shall provide detailed, written weekly status reports as appropriate at the stage of the project to the University project team. The status report shall include project status, description of the tasks and goals, work in progress, work accomplishments, date and percentage of work completed, major problems and their resolutions or alternative recommendations, critical issues and their possible solutions, work planned for next week. Project reports and dashboards will be provided through the vendors own platform. 
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