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1. Overview

1.1 Purpose of this RFP

City is issuing this RFP for the outsourcing of its IT infrastructure and Application Maintenance and Support (AM&S) services more fully described in this document (the “Services”).  The City of Memphis ("City") seeks comprehensive, responsive proposals from the recipient of this RFP ("Vendor") and other select organizations believed to have the capability and capacity to satisfy City’s complex requirements and a serious interest in providing the Services.  This RFP provides information on City and the Services, and instructions for the preparation and submission by Vendor of a proposal to provide the Services (the “Proposal”). 
1.2 Overview of the City of Memphis
(a) Background
In 1966, City held a referendum accepting a new charter that changed its type of municipal government from a commission form to a mayor / council form. This new “POP” charter provided for the election of a mayor and thirteen council members–six elected at large from throughout the city and seven elected from geographic districts. The thirteen new council members were elected in 1967 and took office in January 1968.

In 1995, the council adopted a new district plan that changed council positions to all districts. This plan provides for nine districts, seven with one representative each and two districts with three representatives each. Memphis residents began electing council members under this plan later that same year.

(b) Executive Branch
City’s mayor / council form of government provides that all administrative duties concerning day-to-day operations of City government are the responsibility of the mayor. Each of the divisions of City government has a director who is appointed by the mayor with the city council’s consideration and approval. The mayor also is responsible for carrying out the city’s policies, laws and regulations as established by the council and provided for in the city’s charter and code of ordinances. All recommendations of the mayor in the areas of law and policy also must be submitted to the city council for approval.

(c) Legislative Branch
The city charter assigns the city council the duty and responsibility to consider the mayor’s budget requests and to take final action on them, which may consist of approval, rejections, or approval with amendments. Additionally, the charter stipulates that the council is responsible for setting the tax rate and establishing other lawful taxes and fees necessary to secure sufficient revenue to fund the City budget as approved. Under the provisions of the city charter, the council makes the laws that govern the City. The council also serves as an appeal board for decisions of certain City government departments and boards. 

(d) Judicial Branch
City government’s judicial branch consists of three municipal judges and a city court clerk, all of whom are elected officials. The municipal judges preside over three court divisions. The city court clerk’s office is responsible for preparing and maintaining the docket and minute books of the three municipal courts, along with the collection of traffic fines and forfeitures for the City. This official also oversees the operation of Traffic Violations Bureau, an entity that processes thousands of traffic summons, parking citations and ordinance summons issued by Memphis police.
(e) City Divisions

There are 14 Divisions within City’s government:
(i) City Attorney Division
The City Attorney’s Office is compromised of attorneys, legal professionals and assistants that work to ensure City government is in compliance with the city’s charter and code of ordinances, as well as with the state and federal laws and provide legal representation on behalf of City government and its approximately 50 boards and commissions. Additional services provided include representation in state and federal courts, defense of employment actions before the Civil Service Commission, drafting opinions, and reviewing resolutions, contracts and other legal documents. Offices and departments within this division include the City Prosecutors Office, Office of Contract Compliance, Claims Department, Grants Compliance Department, Permits Department, Health and Safety Department, Risk Management and Intergovernmental Relations.

(ii) Community Enhancement Division
The Division of Community Enhancement works to promote clean, secure Memphis. The Division is made up of three service areas. Grounds Maintenance/Street Sweeping helps Memphis retain the image of a beautiful, clean city through our efforts to control weeds on City rights-of-way, interstates, vacant houses and to make downtown a greener and cleaner place. City Beautiful provides leadership in educating and engaging Memphians toward beautification and environmental improvements to establish an environmentally responsible city one that is clean, litter free and attractive. Code Enforcement works to eliminate slum and blight conditions throughout the City by vigorously enforcing housing 

Code violations while maintaining safety, health and environmental standards for the community and the Citizens of Memphis.
(iii) Engineering Division 

The City of Memphis covers an area of over 346.6 square miles that is connected by nearly 4,150 miles of road. The Division of Engineering provides planning, design and construction administration to constantly improve and expand the City’s infrastructure. The division designs and manages the construction of all the City’s capital projects. Engineering staff reviews all private development proposals to ensure the required public improvements are included.
(iv) Executive Division
The Executive Division is comprised of the Office of the Mayor, the Office of the Chief Administrative Officer, Internal Auditing, Information Services, Mayor’s Citizen Service Center, Office of Youth Services and Community Affairs, and the Memphis and Shelby County Emergency Management Agency. Additionally, this division provides oversight and leadership for the City’s boards, commissions and quasi-governmental agencies.

(v) Finance Division
The Finance Division not only provides financial leadership and direction for City government, but also coordinates all of its financial functions. Its goal is to safeguard City assets and develop, evaluate, revise, and enforce financial policies and procedures that promote City’s fiscal health and achievement of financial goals. The Finance Division performs these and other services for City:

· Annual operating budget and capital improvement program preparation and reporting

· Debt and investment management

· Accounting and records management
· Payroll
· Purchasing

· Tax Collection

(vi) Fire Services Division
The Fire Services Division is compromised of nearly 1,900 employees who serve in several service centers, better known as bureaus. In addition to being responsible for the extinguishment and control of fires, the division also provides such services as emergency pre-hospital care and transportation to local hospitals, emergency technical rescue, environmental hazard control ( HAZMAT response), and rescue operations (Tennessee Task force1). 

(vii) General Services Division

The General Services Division maintains City’s vehicle fleet and publicly-owned acquisition of real-estate, property easements and rights of way; oversees the operation of City Hall and provides printing and mail services for City departments. This division also helps maintain and promote a clean, litter-free community through street sweeping, grounds maintenance, and Memphis City Beautiful, the nation’s oldest beautification agency. 

(viii) Housing and Community Development Division
The Housing and Community Development Division ( HCD) was established in 1977 to address slum, blight, and deterioration in Memphis communities. Since then, HCD has targeted 24 low-income neighborhoods and has worked on issues ranging form housing and infrastructure to community and economic development.
(ix) Human Resources Division
The Human Resources Division incorporates all the service centers that address employment and employee relations. Its employees manage City government’s policies and procedures, healthcare and pension, and the employee tuition reimbursement program.

(x) Park Services Division
The Park Services Division is a multi-dimensional provider of recreational service. Its employees maintain approximately 5,000 acres of land that included 166 city parks. The diverse properties that fall under this division include Overton Park (home of the Memphis Zoo), The Pink Palace Museum, Lichterman Nature Center, and The Memphis Botanic Garden. Thanks to this division, Memphis residents enjoy indoor and outdoor recreation at 28 community centers, 48 athletic fields, 130 basketball courts, 8 public golf courses and 7 public tennis facilities and 4 senior centers. 

(xi) Planning and Development Division
The Planning and Development Division consists of the Office of Planning and Development (OPD), Economic Development, Regional Services (Metropolitan Planning Organization, also known as MPO), the Office of Construction Code Enforcement, Shelby County Housing, and the Depot Redevelopment Agency.
(xii) Police Services Division
The Memphis Police Department’s more than 2,000 officers serve and protect Memphis’ approximately 680,000 residents. This division strives to meet its mission to create and maintain public safety in the city of Memphis by focusing on law enforcement, criminal apprehension and crime prevention and reduction. 

(xiii) Public Services Division
A number of City of Memphis services and departments fall under the purview of this division, including Memphis Animal Services, the Second Chance Ex-Felon Program, the Memphis Sexual Assault Resource Center, the Office of Multicultural and Religious Affairs, the Civilian Law Enforcement Review Board, and the Motor Vehicle Inspection Bureau that includes the Weights and Measures Bureau. Another crucial service center is the Memphis Public Library and Information Center, which includes 18 branch libraries and the Benjamin L. Hooks Central Library.

(xiv) Public Works Division

The Public Works Division is one of the City government’s largest divisions. It has an annual operating budget of about $100 million and a capital improvement budget that averages approximately $80 million annually. Public Works’ staff of more than 1,200 employees is responsible for flood control and the operations and maintenance of Memphis’ infrastructure, which includes streets, sewers, storm drains and bridges. Additionally, the division is responsible for the collection and disposal of the City’s solid waste and the transport and treatment of both domestic and industrial waste for the metropolitan area. 
1.3 Overview of City’s IT Infrastructure and AM&S Environment
(a) Overview
The City of Memphis Information Services department (IS) has the following Mission Statement:

To be a premier Information Services organization which leverages technology to provide business value through the deployment of emerging technologies that meets business goals, reduces operating costs and maximizes efficiency and effectiveness. 

The City of Memphis Information Services (IS) department consists of approximately 100 highly skilled resources who are either City employees or resources from City’s outsourcing provider.  IS provides service to over 4,500 employees, through the following departments:

· Application Development and Support

· Data Center Operations

· Disaster Recovery and Business Continuity

· Geographical Information Systems (GIS)

· Help Desk and Desktop Support

· Information Systems Security
· Information Technology Officers (Divisional service delivery managers)

· Internet and Intranet Services

· Program Management Office
· Radio Maintenance

· Telecommunications

With the exception of Radio Maintenance, GIS and the Information Technology Officers, all IS departments are currently outsourced.

For this RFP, all departments excepting Radio Maintenance and the Program Management Office are within scope.  
For the GIS department, one employee (GIS Technical Coordinator position) and one contractor (GIS Project Lead position) are available for transfer to the selected Vendor; however, it is not a requirement that Vendor make offers of employment to these individuals.  Position descriptions for the GIS department can be found in Exhibit A-9.
(b) Technology Highlights

In order to provide service, a variety of technology platforms and applications are in operation.  For example:

· Fiber optic network connecting over 150 sites

· Voice over IP telephone network

· Wireless intranet and extranet

· Over 100 applications, such as Oracle E-business Suite, MS Office, Exchange, etc.
· Oracle hosted infrastructure
As Memphis continues to grow so does the technology required.  The following are examples of projects are currently in progress:

· VOIP network expansion 

· Gigabit LAN upgrade

· Wireless network expansion

· Business Continuity/Disaster Recovery Data Center

· Library infrastructure upgrade

1.4 Structure of RFP

The remainder of the RFP is structured as follows:  
Section 2:  IT Infrastructure & AM&S Environment Description and Data
· This Section provides a description of City's current IT Infrastructure and AM&S environments.   
· This Section references Attachment A (City Information)  to the RFP, which contains various data, metrics and other information regarding the IT Infrastructure and AM&S environments.  

Section 3:  Solution Requirements
· This Section provides at a high level what City desires and requires in Vendor’s solution. 
Section 4:  Proposal Response
· This Section provides a road map to the contents that are required to be included in Vendor’s Proposal, by describing the topics to be addressed and the information to be included.
· This Section references Attachment B (Proposal Template)  to the RFP, which contains various templates that Vendor shall populate and return as part of its Proposal.  

Section 5:  Instructions on RFP Process
· This Section provides information and instructions regarding the RFP process, including expected activities and timelines leading up to and following Proposal submissions from RFP recipients.
· This Section references Attachment C (Vendor Questions Template) to the RFP, which provides a template for Vendor’s questions after reviewing this RFP.
Section 6:  Evaluation Model
· This Section provides information regarding the evaluation approach and model that the City will use to conduct all down-selections during this RFP process.

· This Section references Attachment D (Weighting Percentages for Proposal Evaluation Categories) to the RFP, which provides the weighting percentages for each Proposal evaluation category for each down-selection during the RFP process.
2. IT Infrastructure and AM&S Environments Description and Data
As further described in Section 4.4, below, the Services are categorized as either: a) “Base Services”, for which Vendor must submit a comprehensive proposal; or b) “Additional Services”, for which Vendor may choose to submit a proposal.  This Section contains a description of City’s IT Infrastructure and AM&S environments for both the Base Services and the Additional Services, and related data, metrics and other information.  The information in this Section 2 is intended to aid Vendor in evaluating the requirements, scope and opportunity regarding City’s IT outsourcing initiative (the “Initiative”), and in preparing its Proposal in response to this RFP accordingly.  Those sections that pertain to the Additional Services are denoted as such in the heading. 
2.1 Description of the Server, Storage and Data Center Environment
(a) Server environment

(i) The City of Memphis has standardized its server hardware and software platforms with Dell, HP, Sun, VMware, Linux, UNIX and Microsoft at its data centers and remote locations.  The City of Memphis intends for the chosen Vendor to assume operational management of the server hardware and OS level software.

(ii) The City of Memphis has multiple hardware vendors and applications.  The chosen Vendor will be responsible for the management and support for these applications. 

(b) SAN environment

(i) The City of Memphis has standardized on EMC equipment for its SAN environment.

(ii) The City of Memphis intends for a vendor to assume operational management of all SAN and storage components.

(c) Facilities  

(i) The primary Central Compute facilities consist of:

A. The City of Memphis primary data center is located at 125 N. Main in Memphis, TN (“Memphis Data Center”).  This operation supports City’s production servers on a 24x7 basis. 
B. The City of Memphis also supports the following local data centers:

1. Memphis Housing Authority

2. Library
(d) Server Inventory

(i) At a high level, the Central Compute service category includes the following equipment:

	Platform
	Windows
	Linux
	Unix
	Novell
	VMware

	Dell
	107
	3
	
	5
	25

	IBM
	14
	7
	
	
	

	HP
	
	
	7
	
	

	Sun
	
	
	5
	
	


(ii) With few exceptions, the servers operated at the previously identified data centers.  

(iii) Storage

EMC CX 700:  31.5 TB raw, 23.9 TB used, 25.2 TB usable, 1.3 TB free

EMC Centera:  16.9 TB raw, 2.2 TB used, 14.9 TB usable, 12.7 TB free

Hitachi NSC 55:  20 TB raw, 16 TB usable, 1.8 TB free

In addition, there is a total of 14 TB of direct attached storage, of which approximately 8 TB is currently used by applications.
(e) Current Operations

(i) The entire portfolio of servers and their associated peripherals are currently owned by the City of Memphis.  The City of Memphis data center is managed and supported by the current vendor.
(ii) There are legacy applications which run on UNIX, Linux, Novell, and Sun servers.  The goal is to move applications when necessary, however the chosen Vendor will need to provide OS and hardware support and maintenance for these server environments.

(iii) With respect to the current vendor, it is the City of Memphis’s intent to have the current vendor continue to perform such services until the chosen Vendor is prepared to begin providing services.  This preparation will be proven through detailed transition plans and timelines for the Server Management services.
(f) Disaster Recovery

(i) The City of Memphis is currently in the process of updating its Disaster Recovery and Business Continuity plan and are reviewing site for a fail-over data center.
2.2 Description of Help Desk Environment

(a) Objectives for service desk processes and platforms

(i) The current vendor provides help desk and desktop support services with the users.  The City of Memphis considers interactions with City of Memphis employees  and business units to be of high importance and expects the service provider to provide online technical support and on-site support services at all locations.  The City of Memphis looks to the vendor to perform all remote operations services, such as common software image development, anti-virus, patch management and other associated services.
(ii) The City of Memphis believes that a common service desk platform, with associated ITIL best practices, will help to deliver the highest quality results for all interactions.  For this reason, the vendor will provide a common service-desk platform to manage all interactions regardless of resolution responsibility.  Included in this will be staffing to field all initial contacts and to support incident creation for all interactions as currently performed.
(b) Current Help Desk Environment:
(i) 8 personnel provide help desk services and 10 personnel provide desktop and or field support. 

(ii) 6am-6pm Monday through Friday.  Critical on-call services are available during off hours.

(iii) The call center handles approximately 26,000 calls per year.

(iv) Support Magic is the Helpdesk application used for incident management. 

(v) Language requirements: English.

(c) Current Initiatives

(i) The City of Memphis is seeking to improve Help Desk services and provide a single “Service Desk” for incident, problem and change management processes.  The desired future state should take into consideration and/or address the following:
A. Consistent processes and procedures for IT Service Management

B. Single source for accountability to resolve an issue or service a request

C. Oversight of all support activities 

D. Documented and managed escalations

E. Metrics-driven IT Service Management 

F. Improved utilization of IT resources due to improved metrics

G. Based on industry best-practices – ITIL Framework and COBIT control structure

H. Improved and documented change management process 

2.3 Description of the Network Environment

(a) Division of responsibility for data networking platforms

(i) Operation of a stable and error free data network is crucial to enabling the City of Memphis’s business platforms and processes.  This includes providing access to hosts, applications, data center hosts, and the Internet for all users.  The network operates as both a provider of user-enabling services as well as a point of discernment in enforcing the City of Memphis’s acceptable use policies.

(ii) The City of Memphis places much emphasis on the operation of the City of Memphis’s network, and attempts to stay aligned with industry best practices as it regards system design, product and service selection, staffing models, and other architectural decisions.

(iii) The City of Memphis intends for a vendor to assume management of the network in its entirety.

(b) General description of the City of Memphis WAN Environment

(i) In all, the City of Memphis provides WAN services to the IT Convergence Data Center in Chicago, IL.

(ii) Redundant WAN services are provided through an AT&T DS3 and a Time Warner Direct Fiber Connection.  These redundant connections allow up to 45 MB connectivity through a VPN.
(iii) The management and support of all routers is provided by the current vendor network ops team.

(c) General description of Internet Service Provisioning

(i) At the Memphis Data Center, the City of Memphis subscribes to high-speed internet.  Redundant connectivity is provided by two 45 MB connections to an AT&T DS3 and a Time Warner Direct Fiber connection.  BGP is used to provide load balancing and failover between the connections.

(ii) At all datacenter’s, the current vendor manages all devices (routers, firewalls, IDS, IPS, etc.) used to provide the Internet service.  This includes working with carriers to resolve any service issues.

(iii) The City of Memphis has implemented the WebSense Internet filtering system, which is integrated with the firewalls at the Library to implement acceptable use policies as defined by the City of Memphis.

(d) Description of site Local Area Networks

(i) All networks provide a common layer 1-3 infrastructure.

(ii) The City of Memphis provides gigabit server connections and switch-to-switch connections.  Power over Ethernet services are provided as needed for IP telephones and wireless devices

(iii) The typical small and medium LAN is built from a “core” switch providing IP routing services and 3-8 stackable LAN switches providing access services.  There are some redundant links present. 

(iv) If a site has chosen to implement wireless LAN services, the service will be implemented with Extreme, Proxim or Aruba access points.  Authentication is integrated with Microsoft AD through IAS integrated services.

(e) In-progress projects to be considered

(i) The City of Memphis is currently upgrading its business continuity/disaster recovery plan.  As a result of this redesign, redundant LANs may be designed and implemented for mission critical networks.

2.4 Description of the Telecom Environment

(a) Division of responsibility for Telecom platforms and functions

(i) The City of Memphis provides a significant amount of traditional office telephony services to the City of Memphis’s employees, such as direct-inward-dialing, toll-bypass or internal call routing, and voicemail.  The City of Memphis considers these to be commodity services and intend for the management of these services to be provided by the vendor.

(ii) The City of Memphis does believe the standardization of telephony platforms is important and will seek opportunities to consolidate services in this area

(iii) All telecom infrastructures require maximum availability and reliability.  Due to the dependence on telephony, the City of Memphis is extremely sensitive to unexpected or unplanned downtime.
(b) Telecom Support Desk Function

(i) Telecom support function is provided through the City of Memphis Help Desk. 

(c) Current Telecom Initiatives

(i) There are three telecom projects:
A. Upgrade the MFD Telephone System Criminal Justice Center Telephone.
B. Upgrade the Memphis Pink Palace Museum Telephone System.
C. 
Replace obsolete phone systems throughout the City of Memphis Service Centers.
2.5 Description of the Desktop Environment 

(a) Division of responsibility for desktop support functions

(i) The current vendor provides to the City of Memphis personnel for on-site desktop support for moves, installs and break/fix functions. 

(ii) The City of Memphis intends for the vendor to provide image creation and maintenance, software packaging and the method for deploying images and software. The Vendor will be expected to provide a hardened secure desktop image that can be maintained and deployed throughout the City of Memphis environment.

(b) Desktop Environment

(i) The City of Memphis desktop environment consists of 4269 Workstations, 984 laptops, 4567 printing devices. 
(ii) There is an average of 500 Break/Fix tickets per month, of which approximately half are hardware related.

(iii) Desktops and laptops run one of two standard images that are deployed.  

A. For the City of Memphis (~3,000 users), there is a standard image.  The same image is used for all departments and any additional software that may be needed is deployed after the machine is imaged.

(iv) The standard for desktop and laptop systems and monitors is currently Dell.
(v) Patch management is handled with Microsoft Windows Server Update Services (WSUS)

(vi) The Anti-Virus solution is centrally managed through the Symantec Endpoint solution.

(vii) Software distribution of additional applications is performed by “pushing” a standardized “packaged” application via LANDesk. 

(viii) Desktop hardware and software inventories are maintained with LANDesk.

(ix) Desktop procurement, installation and break/fix functions will be performed by the Vendor.

(c) Email

(i) Microsoft Exchange 2003 & 2007 are currently in use by City.  There are no other email applications in use.
(ii) 4,100 mailboxes spread across 7 Exchange servers.

(iii) The City of Memphis has 350 BlackBerry devices utilizing BlackBerry Enterprise Server for Exchange 
2.6 Other components of the IT Infrastructure

(a) Monitoring Tools 

(i) The City of Memphis uses both hardware and software monitoring tools for performance tuning, uptime monitoring and alerting.  These tools monitor systems from multiple locations both internally and externally.   The City of Memphis will continue to use the following application specific tools:

A. EPICenter.  An application used network monitoring.  Any issues are sent as alerts to the proper support team.

B. LANDesk:  An application used to monitor and support desktop systems. 

C. Symantec EndPoint:  Anti-virus provider

D. NETIQ:  An application used for network monitoring.  Any issues are sent as alerts to the proper support team.
E. NAVSphere:  An application used to monitor the SAN environment.
(b) Security Tools

(i) The following table lists the primary security tools used by the City of Memphis to safeguard the IT infrastructure.  
A. Snort:  Internal and external network monitoring  Any issues are sent as alerts to the proper support team.

B. Syslog/Kiwi:  Used to trap system logs for further analysis. 

C. Snare:  Used to Windows Event logs.
D. Spectrum:  An application used for network monitoring.  Any issues are sent as alerts to the proper support team.
2.7 Description of Application Maintenance Environment

(a) Application Portfolio:
(i) The City of Memphis provides support for approximately 102  applications spread throughout 14 city divisions. This includes 45 Oracle application components and 57 other applications. 
(ii) The programming languages include: 360 Assembler, ADSO, COBOL, JAVA, Powerhouse, Powerbuilder, ASP, VB, C, C#, C++, Easytrieve, ADL, SYSTEM W, RPG, RAMIS, Clipper, Scripting languages, TACL, TAL, Perl, PL/1, .NET, Siebel Tools, Enform, Visual Voice, HTML and Pascal. 
(iii) The database management systems in current use (some on multiple platforms) include: Informix 7.31, MS ACESS, MS FoxPro, MySQL, MySQL 2000, MySQL (Berkley Sleepycat), Oracle, Oracle 9.2.0.6, Proprietary, Protobase, Sigma DB.  
2.8 Description of the Hosted Oracle ERP Environment 
[Note to Vendors, the Oracle Hosting services described in (c) below are not in scope for this RFP but are included in this description for the sake of completeness.  As stated in Section 2.7 above, Vendor shall be responsible for the Application Maintenance of the Oracle e-Business Suite.] 
(a) The City of Memphis uses Oracle ERP as an enterprise-wide integrated application software for the management of its Human Resources, Finance, Payroll, Benefits and Customer Relationship Management endeavors.  The City of Memphis is currently running Oracle E-Business Suite.  Currently, the Oracle team supports approximately 9000+ active payroll employees, and another 4000+ pension payroll personnel.  In addition, during seasonal times, support increases by another 2000-3000 temporary workers in the payroll.  

(b) At any given time, the City could have upwards of an estimated 1000 concurrent users on the system, not including external users. There are 84 full install modules and 30 shared install modules that are currently being used.  Most of the HR and Finance modules are being used by the city, as well as an extensive use of CRM.

(c) The City’s Oracle Application Software and Oracle Database are currently hosted by IT Convergence. The physical servers are located in Chicago, Illinois. They provide various services, which include the following: hosting of the application software, provision of physical servers and all related networking (including a VPN for the City’s access), Database Administration, Database/Application/Operating System Patching, and Change Management processes, including code migration of CEMLI (Custom code).  

Given the role of Vendor in Oracle application support and in infrastructure management, close technical and operational coordination with IT Convergence is essential to the reliable functioning of this key City application suite.
2.9 Description of the GIS Environment (Additional Service)
(a) The City’s Enterprise GIS (EGIS) is a service-oriented architecture (SOA) framework built on the ESRI ArcGIS Server 9.3 platform that defines and provisions the GIS infrastructure and sets the policies to allow multiple application platforms to integrate business processes, exchange disparate data and present a variety of access methods relative to types of end-users across all departments.  This strategy is also applicable to the region-wide geospatial efforts. The City’s EGIS concept extends both horizontally to local government agencies and other partners in the region and vertically to state and federal agencies.  The EGIS oversees and manages all data capture, storage and dissemination, provides technical project management for all division-wide GIS related projects and provides application development/mapping services to the various City Divisions.  Most recently the City has entered into an enterprise license agreement with ESRI, the provider of all GIS software, which gives the City unlimited access to ESRI’s entire suite of software.  This strategic move enables the City to expand and improve the delivery of GIS services without the limitations and constraints of lack of software and it provides all desktop GIS end-users with the most current version of software that they need.  The number of desktop end-users rose from 50 to over 150 after the implementation of the ELA.  This has increased the responsibility level and the management efforts of the Enterprise GIS in order to maintain and support the expanded GIS user community.   Overall the EGIS has built and supports 8 geodatabases, 7 internal web-based GIS applications accessible by all City of Memphis personnel and 2 external web-based GIS applications accessible by the general public.   

(b) The following objectives of the City’s EGIS reduces redundancy of efforts, increases accuracy and timeliness of information, reduces cost of support and improves ease of accessibility to decision impacting information thereby enhancing the ability of the City to efficiently and effectively serve its citizens:
· Actively maintain and administer the enterprise system ensuring optimal system up-time, maximum security and highest level of data standards

· Proactively utilizes state-of-the-art GIS technologies and methods to provide quality application development and mapping services for the City’s various divisions

· Understand stake-holder needs to provide the bridging technologies that enables the cohesive management and analysis of information for all City divisions

· Successfully manage all GIS related projects for the divisions, ensuring best practice technology, cost effective implementation and efficient project delivery
· The GIS function is currently staffed by four (4) resources.  Job descriptions can be found in Exhibit A-9.

2.10 ITO Function (Additional Service)
(a) The City has six (6) Information Technology Officers (ITOs) supporting fourteen (14) divisions. The ITOs are responsible for maintaining an understanding of each City division’s mission, goals and key business processes. Services shall include assistance in divisional IT budget planning, provision of technology information, strategic analysis and recommendations. 
(b) This is considered a critical function within the City therefore; it is the City’s expectation to acquire qualified individuals that will stay abreast of innovative technologies and methodologies to analyze business processes and propose innovative improvement opportunities. 
2.11 Applicable Data

Attached to this RFP at Attachment A (City Information) are various exhibits describing volume data, metrics and other information regarding City's IT Infrastructure and AM&S environment generally during the past year.  More specifically:  
(a) Exhibit A-1 (City Applications): Lists the applications across the various City compute platforms that are currently supported.
(b) Exhibit A-2 (City Servers): Lists the servers currently supported. 
(c) Exhibit A-3 (City Networking Devices): Lists the data networking devices currently supported.
(d) Exhibit A-4 (City Telephony Devices): Lists the telephony devices currently supported.
(e) Exhibit A-5 (City End User Data): Lists the City of Memphis locations and corresponding count of end users and distributed computing devices.
(f) Exhibit A-6 (Third Party Maintenance Contracts): Lists the third party maintenance contracts that the Vendor will manage on City’s behalf.
(g) Exhibit A-7 (Help Desk Tickets): Provides a breakdown of Help Desk incidents.
(h) Exhibit A-8 (Current Projects): Lists the projects in-flight as of early September 2009.
(i) Exhibit A-9 (GIS Position Descriptions): Lists the four positions that currently comprise the support function for GIS.
(j) Exhibit A-10 (Living Wage Ordinance):  Living wage ordinance.
(k) Exhibit A-11 (Standard IT Items): Lists standard IT catalogue items.
(l) Exhibit A-12 (IT Vendors): Lists City-approved IT suppliers.
(m) Exhibit A-13 (City of Memphis Purchasing Policies & Procedures): City’s Purchasing Policies and Procedures.
(n) Exhibit A-14 (GIS Web Applications): Lists City’s GIS applications.
(o) Exhibit A-15 (GIS Data Layers): Lists the GIS datasets with their status.
(p) Exhibit A-16 (GIS Strategic Plan): Outlines the City’s future direction for GIS.
(q) Exhibit A-17 (Frequently Asked Questions): Provides answers to questions that Vendors may have regarding the RFP and its contents.
3. Solution Requirements
This Section 3 sets forth at a high level what the City desires in a vendor solution, and what the City expects to achieve as part of the contemplated Initiative.  More specifically, this Section includes the City’s vision of the framework for the solution, particular objectives the City expects to realize, the City’s current view of the scope of Services required to be provided by the chosen vendor, the constraints governing vendor solutions, and certain City “points of view” regarding the Initiative. 
3.1 Objectives
(a) General  
(i) Provide to City, on a long-term basis, quality of service and continuous improvement processes that are consistent with that of current leading providers of similar services.
(ii) Provide a means by which Vendor will continually identify effective and efficient ways to improve services and reduce costs.
(iii) Create a value-added relationship between City and Vendor whereby Vendor remains knowledgeable and an active participant in City's business and remains committed to the business success of City.
(iv) Create a flexible relationship between City and Vendor (i) under which Vendor will be responsive to City's requirements, changes in technology, and improved methods for providing technology services, and (ii) which cost effectively accommodates changes in volumes of operation, new generations of technology, and improved methods of monitoring, measuring and achieving increased levels of service.
(v) Better allow City to focus on its core competencies, strategic planning and integration of new technologies and business opportunities (e.g., e-discovery).
(vi) Reduce time-to-market to support operations of new applications, business functions and processes.
(vii) Obtain such benefits that Vendor can and should bring in leveraging other strategic partners and vendors to ensure that City benefits from such relationships as required by City.
(viii) Provide an effective and efficient program in coordination with, and to the benefit of, the City for winding down this Agreement at its termination or expiration; including the transition back to the City, or to a third party designated by the City, of the services provided by Vendor under this Agreement.
(b) Solution Objectives
(i) Conduct a documented and planned transition of outsourced services to Vendor from City and existing contractor(s) in a manner that ensures minimal business disruption and business risk to City;
(ii) Vendor’s solution should provide centralized billing and reporting and a single point of end-to-end accountability for the delivery of all Services (including any managed third parties), regardless of the place of performance or which personnel are providing the Services;
(iii) Vendor’s solution should ensure that City’s existing levels of service quality and performance will be maintained and continuously improved during the term of any definitive agreement.
(iv) Through leading edge technology and processes, improve the value of the services provided by City to its citizens by reducing the overall cost of government and raising the level of quality of City's programs; and
(v) The technology aspects of Vendor’s solution should interoperate and integrate with City’s technology environment in a seamless and efficient manner.
(c) Financial Objectives  
(i) Provide City with a variable pricing structure for the Services to enable City to implement a consumption-based expense structure where actual demand drives actual costs;  
(ii) Vendor should bear the economic risk of Vendor’s failure to timely transition the Services (e.g., including any additional City costs, and any lost opportunity to realize anticipated cost savings due to delays in transition).
(iii) Vendor’s solution should include an ongoing focus on aggressive cost management and the elimination of unnecessary or wasteful activity, with appropriate financial incentives to encourage this behavior.
3.2 Constraints

(a) Commercial Constraints
(i) The total annual cost of the “Base Services” from Vendor for each year must not exceed the amount allocated for the same services under City’s FY2011 budget ($7,000,000).  ALL PROPOSALS UNDER WHICH THE TOTAL ANNUAL COST OF BASE SERVICES IS GREATER THAN CITY'S FY2011 BUDGET FOR ANY YEAR WILL BE disqualifIED from participation in this RFP PROCESS.  
(ii) The term of a definitive agreement will be 5 years, and shall be renewable thereafter for up to 2 additional one-year terms at City’s option.  City shall have termination rights permitting City to terminate at any time for its convenience.  Notwithstanding the foregoing, if Vendor believes a different length of term will permit it to provide better pricing or value to City, it may propose such different length as part of an Alternative Proposal (as described in Section 4.11 below).  
(iii) The person who Vendor would propose be primarily responsible for the City engagement (the “Vendor Project Executive”) should be present at and participate in any solution discussions and term sheet and contract negotiations with City.
(b) Solution Constraints
(i) Vendor must provide all of the Services from locations within the United States.  Offshore and nearshore solutions are not viable options for the City at this time.  For any customer-facing service, such as the THelp Desk, City requires that Vendor operates with personnel proficient in English such that they can be readily understood by City End Users.

(ii) Vendor’s solution must also exhibit a culture of support and dedication to M/WBEs  To that end, Vendor must agree to the minimum commitment levels for M/WBE involvement described in Section 11.8 of Exhibit B-1 (Terms and Conditions) to this RFP. 

(iii) City intends to retain ownership of the existing IT equipment and software used to support the in-scope processes and will remain responsible for the cost of (A) City hardware and software (B) additional or refresh hardware, (C) upgrades and new releases, (D) spare parts, and (E) third-party maintenance and repair, all to be procured by Vendor on a “Pass-Thru” basis.  If a Vendor’s solution requires use of City software, tools or applications to perform Services (e.g., software maintenance), City will provide licenses and access to Vendor for such City applications.  

(iv) Vendor will be required to follow City’s policies that are relevant to the Services, which City will furnish upon Vendor’s request.
4. Proposal Response
This Section 4 describes the contents of Vendor’s Proposal and provides an outline of how Vendor should organize it.  As described herein, Attachment B (Proposal Templates) contains certain templates that Vendor is required to complete and return as part of its Proposal.  Vendor’s Proposal will not be considered responsive unless it complies with the requirements in this Section, as well as the additional instructions provided at Section 5.5 regarding the required Proposal formats and submission process.  

Specifically, Vendor’s Proposal shall include each of the sections referenced in the table below.  The requirements for each of these Proposal sections are described in more detail in this Section 4.   Vendor'S Proposal WILL BE DISQUALIFIED FROM THIS RFP PROCESS IF IT fails to conform to the Proposal instructions in this Section 4.

	Sections and Topics

	Cover Letter

	Section 1 – Executive Summary

	Section 2 – Responses to the City’s Objectives and Constraints

	Section 3 – Scope

	Section 4 – Solution Design

	Section 5 – Transition & Transformation

	Section 6 – Terms and Conditions

	Section 7 – Performance Model

	Section 8 – Pricing Model

	Section 9 – References

	Section 10 – Vendor’s Alternative Proposals

	Section 11 – Vendor’s Due Diligence Requirements

	Section 12 – Insurance and Indemnification

	Section 13 – Other


4.1 Cover Letter

Vendor’s Proposal shall contain a cover letter acknowledging Vendor's understanding of the RFP process and requirements set forth in this RFP, including its commitment to its Proposal.  The cover letter shall be signed by an authorized representative of Vendor's company.
4.2 Executive Summary

Vendor’s Proposal shall begin with an executive summary that provides an overview of Vendor’s solution for providing the Services, with a focus on any new technologies, innovations, processes, and transformation that Vendor will bring to help City meet its objectives.  The Executive Summary should include a description of the following:  
(a) A description of how Vendor intends to achieve City's objectives, which must include transferring the risk of service delivery to Vendor;
(b) A description of Vendor’s solution and how it will deliver the Services;
(c) A description of Vendor’s approach to solution implementation;
(d) A description of Vendor’s pricing approach;
(e) A description of Vendor’s relevant experience to the proposed solution, including customers engaged in similar businesses and having similar geographic footprints;
(f) A list of key interactions between Vendor and the other involved parties (e.g., the City, City contractors, etc), as well as a description of Vendor’s approach for managing and communicating between and among those parties; 
(g) A summary of any key differentiators that make Vendor uniquely positioned in the marketplace with respect to providing value to the City; and
(h) A summary of the account management team and key personnel the Vendor proposes to support the City's account.

4.3 Response to the City's Objectives and Constraints
Section 2 of Vendor’s Proposal shall include a description of how Vendor would intend to meet each of the City's requirements/objectives described in Section 3.1 above, and comply with each of the constraints described in Section 3.2 above, by providing a specific response for each of such objectives and constraints.  To the extent that a later part of the Proposal directly addresses the objective or constraint (as applicable), Vendor may include as part of its response a direct reference to the applicable section/paragraph of its Proposal, to avoid unnecessary duplication.  Regardless, each objective and constraint shall be addressed either with a response or a direct reference, or a combination of the two.  
4.4 Scope
In Section 3 of its Proposal, Vendor shall explicitly confirm its agreement with the full scope of Services described in Exhibit B-2a (Base Services Description), and to the extent that Vendor elects to provide pricing for the Additional Services, its agreement with the scope of Services described in Exhibit B-2b (Additional Services Description).  If, however, Vendor believes that it can provide a solution that better fits the City's requirements/objectives/ constraints by not providing all of the Services, Vendor may propose alternatives under the Alternative Proposals section, described below.   
4.5 Solution Design
Section 4 of Vendor’s Proposal shall describe Vendor’s “Solution Design”.  More specifically, this section of Vendor’s Proposal shall include each of the following:  
(a) Operations  The Proposal shall describe:

(i) Vendor’s solution for day-to-day delivery of the Services (e.g., the resources, processes, systems, tools, organization used by the Vendor).
(ii) How Vendor will manage and integrate each of the Services included in its Proposal, including:
A. How Vendor proposes to exchange systems management and service delivery processes with the other parties comprising the City's service delivery fabric;

B. How Vendor proposes to integrate its systems management and service delivery tools and information with the other parties comprising the City's service delivery fabric;

C. How Vendor proposes to exchange systems management and service delivery information with Vendor’s proposed subcontractors; 
D. Vendor’s ability to provide a mechanism and process that provides a single “dashboard” view of Vendor’s quantitative and qualitative service delivery performance;  

E. Vendor’s capability to provide reports in connection with the Services.  Such reports should include service level measurement and management, project status, planning and budgeting; and

F. How Vendor’s technical solution helps the City achieve: (1) End-to-end service delivery and end-to-end quality of service; (2) Protection of vital data; and (3) Reduction in the total cost of ownership.

(iii) The locations from which each of the Services will be provided, and the reasons for such determination.  To the extent Vendor proposes using the City's facilities to deliver any of the Services, Vendor shall explain the rationale and its requirements. 
(iv) The type of resources that will provide the Services (by Service Category  or more granular breakdown as required).  Examples of resource types are:

A. Dedicated:  The resources are assigned to the City and will only perform work on the City's account;

B. Designated:  The assigned resources are known by name to the City.  These resources may also work on accounts other than the City's; and

C. Pooled:  The assigned resources are not known by name to the City.  These resources would also work on accounts other than the City's.


(v) A detailed description of Vendor’s quality assurance programs and processes and how Vendor proposes to ensure that a high level of productivity will be achieved by Vendor in the performance of the Services, including how Vendor addresses low productivity and/or rework by Vendor resources and potential economic impact on the City.
(vi) A description of how the Vendor’s solution will protect the City's data, confidential information and comply with applicable local laws governing data privacy and confidentiality.
(vii) A description of how Vendor’s solution will provide ongoing support of the City's business and compliance requirements, City Ordinances and similar governance standards. 
(b) Tools and Technology.  

(i) Identify the tools and technology Vendor proposes to deploy for the City's account, describe how they will benefit the City and how such components would be expected to interoperate and integrate with the City's technology environment.
(ii) Include a timeline showing when each of the tools and technologies will be fully deployed.
(iii) Identify any license fees, implementation fees, or other charges Vendor would propose to pass-through to the City for tools and technology, or any other fees for which the City might be responsible related to technology.
(iv) During the term of the engagement, it may be necessary to undertake a technology refresh as aspects of the Services become out of date.  Vendor should describe how these circumstances will be accommodated at such time when the City may request a refresh to be performed by Vendor.
(v) Include any assumptions Services Provider has made about systems and resources available within the City's information technology environment.
(c) Reporting, Measurement and Analysis.  Vendor should:

(i) Describe any reports that it will offer to provide the City in connection with the Services, including the frequency with which they will be provided.
(ii) Describe the means by which the City will have access to reporting information, and the underlying data used to generate reports. 

(iii) Describe any reports or reporting capabilities that Vendor believes differentiate it from its competitors (i.e., does Vendor have technology or other capabilities that enable it to gather, aggregate, and summarize data in ways that its competitors cannot).
(iv) If generating reports requires significant manual effort, please estimate the number of required resources Vendor would propose to add to the City's account.

(d) Staffing and Relationship Management Plan.  The Proposal shall describe how Vendor will staff the City's account, manage the Services, and integrate service delivery.  At a minimum, Vendor should include:
(i) A staffing plan for the Services, including:   
A. A description of how Vendor will assign personnel resources to the City's account and how such resources would be supervised and managed; 
B. A description of the number of full-time equivalents (“FTEs”) expected to perform Services, broken down by each service category and location; and
C. A description of the specific experience and qualifications that individuals in the staffing plan have, and how that will benefit the City.
(ii) The number and categories of the City's personnel that Vendor will seek to recruit.

(iii) A detailed description of Vendor’s recruiting, training and retention programs and the levels of turnover on similar client account teams over the past 3 years, by service location for each service location included in the Solution.
(iv) A description of Vendor’s labor practices and other standards for treatment and protection of workers, in particular with respect to any “offshore” locations (e.g., developing countries) from which Vendor personnel may be providing any Services.
(v) A list of any subcontractors that Vendor proposes to use including a description of the scope for which such subcontractors will be used.  Vendor shall clearly explain the structure of the subcontractor arrangements, the roles and responsibilities of each entity, and the reasons for the arrangement.  In addition, Vendor shall describe the historical relationship between itself and each of its proposed subcontractors, including the level of systems management, provisioning, billing, and service level integration between the parties.  The City reserves the right to approve any subcontracting arrangement.
(vi) A proposed Vendor governance model for this Initiative, including (A) a description of how Vendor proposes to manage its overall relationship with the City and the importance and significance of the City's account to Vendor’s overall organization; (B) a description of Vendor’s best practices for relating and interacting with its customers generally and the City specifically; and (C) an organizational diagram illustrating Vendor’s relevant management (including names), delivery functions, and third party relationships.

(e) Control Points. The Proposal shall provide high level process maps identifying key control points in the Vendor’s proposed solution. 
(f) Value Add.  Vendor may choose to highlight any value-added benefits or other investments Vendor is planning to offer in connection with the applicable Services.
4.6 Transition & Transformation
Section 5 of Vendor’s Proposal shall describe how it proposes to manage the transition of Services from the City  to Vendor and to implement the Solution Design without disruption to the City's business operations (the “Transition & Transformation”).  In particular, Vendor’s response should include the following:   

(a) Transition & Transformation Plan.  Vendor should describe the overall Transition & Transformation implementation process, both before and after the contract execution date, including:
(i) The major activities and schedules; 

(ii) A detailed timeline of key activities and milestones, including roll-out of new tools and technologies;

(iii) Recruitment and hiring process and timeline; 
(iv) How Vendor proposes to ensure continuity of service during transition through redundant production environments (e.g., legacy City and Vendor environments, which the City expects and plans to be required for a certain period of time), back out procedures, or otherwise; and 

(v) The process for engaging and assuming responsibility for third party contracts;
(vi)
The detailed inventory of IS technology assets that Vendor will perform;
(b) Project Team.  The Proposal shall identify the project team that will perform the Transition & Transformation, and the relevant experience of the key members of that team.  The City expects that Vendor will present a team that has experience in performing transitions, is acquainted with the human resource issues related to transitions, and will be well versed in the City's procedures.  

(c) City Responsibilities.  The Proposal shall identify the roles and responsibilities it will expect the City to assume during Transition & Transformation, including any knowledge transfer activities.  This section of the Proposal should include, at least at a high level, the estimated number of the City personnel required, time commitment required, and skillset.   
(d) Risks.  Vendor should identify and assess any risks inherent in the Transition & Transformation and how Vendor (along with the City) will manage them.    
4.7 Terms and Conditions
(a) Exhibit B-1 sets forth a form of contract prepared by the City and Pillsbury.  Section 6 of Vendor’s Proposal shall include confirmation of Vendor's acceptance of the Master Services Agreement set forth in Exhibit B-1.  
(b) If Vendor does not agree to all of the terms contained in the Master Services Agreement set forth in Exhibit B-1, Vendor should provide specific revisions to the Master Services Agreement (in redline form); provided however that:

(i) Vendor should note that the City will not contract using any vendor standard terms and conditions of business or use such standard terms and conditions as the basis of any negotiations.  Vendor should therefore not assume, or propose the use of, any such Vendor terms and conditions; and

(ii) If Vendor proposes any such revisions to the Master Services Agreement set forth in Exhibit B-1, City reserves the right to reject Vendor's Proposal.
4.8 Performance Model
(a) As part of Vendor’s solution, Vendor shall commit to quantifiable and measurable service levels with appropriate consequences for failures.  
(b) In Section 7 of Vendor’s Proposal, Vendor shall complete (i) the Service Level Term Sheet provided at Exhibit B-3 to Attachment B (in accordance with the instructions provided therein), and (ii) confirm agreement with the service levels set forth at Exhibit B-4 to Attachment B.  Vendor’s service level metrics and commitment to such service levels will be a key factor in the down-select process described below.   
(c) At the end of Exhibit B-4, Vendor may propose additional service levels that would allow the City to better measure the productivity and quality of the Services.  
(d) As described in the Exhibit B-3, the City expects that any definitive agreement will put a substantial portion of vendor’s fees for the Services “at risk” for failure to achieve the required service levels.  
4.9 Pricing Model
(a) In Section 8 of Vendor’s Proposal, Vendor shall complete the Pricing Templates provided at Exhibits B-5 and B-6 to Attachment B (in accordance with the instructions provided therein).  All Pricing Templates shall be submitted with the relevant formulas intact and accessible by the City. 
(b) Exhibit B-7 to Attachment B contains a sample completed version of Exhibit B-6.  This is provided for mechanical guidance purposes only and should not be used for substantive guidance as to pricing.

(c) Exhibit B-8 to Attachment B contains a set of models that allocate financial responsibility among the various Responsible Parties (the "Financial Responsibility Models").  The various types of financial responsibility are defined in Exhibit B-8.
(d) Exhibit B-9 to Attachment B contains certain pricing terms.  Vendor’s Proposal shall include confirmation of Vendor's acceptance of such terms or a specific alternate proposal.
(e) The pricing contained in Vendor's responses to the Pricing Templates (Exhibits B-5 and B-6) must: 

(i) include all charges Vendor proposes to charge THE CITY with respect to all of the Services FOR EACH OF THE SERVICE CATEGORIES INCLUDED IN ITS PROPOSAL; and
(ii) take into account ALL OF the financial responsibilities assigned to Vendor in the Financial Responsibility Models. 
4.10 References

(a) Vendor shall provide in Section 9 of its Proposal project descriptions and verifiable references for at least three (3) Vendor customers that, to the extent possible, are local (or state) governments, have similar geographic footprints, and for which Vendor is providing services similar to the Services, including contact information for the references.  
(b) Separately, Vendor shall provide project descriptions and verifiable references for at least three (3) former Vendor customers that, to the extent possible, were  local (or state) governments, have similar geographic footprints, and for which Vendor provided within the last two (2) years (but no longer provides) services similar to the Services, including contact information for the references.

(c) For subcontractors proposed by Vendor to perform a material portion of the Services, Vendor shall also provide the reference information required above with respect to each such subcontractor.  

4.11 Vendor’s Alternative Proposals
(a) In Section 10 of its Proposal, Vendor may (at its option) propose, for consideration by the City, an alternative solution ("Alternative Proposal") to that otherwise proposed earlier in the Proposal.  
(b) As part of an Alternative Proposal regarding scope changes, Vendor should describe what parts of the service descriptions for the applicable Service Categories would change under its Alternative Proposal, and why Vendor believes the alternative approach would be more beneficial to the City.
(c) Alternative Proposals shall be accompanied by appropriately adjusted solution descriptions and pricing models.
(d) For clarity, Alternative Proposals are intended to be alternatives and supplements to Vendor’s core Proposal, and should not be used as a substitute to addressing City's stated requirements.

4.12 Vendor’s Due Diligence Requirements

In Section 11 of its Proposal, Vendor should submit a detailed list of any additional diligence – such as review of specific information, visits of certain facilities, and interviews of particular City personnel – that Vendor would need to perform following down-selection if Vendor were chosen as a down-selected provider (as described in Section 5.7 below), in order to develop and submit a detailed and unqualified best and final offer.  
4.13 Insurance and Risk of Loss
(a) Insurance

(i) Please see Attachment B -1:  Terms and Conditions; sections 19 and 20 for Insurance, Indemnity and Risk of Loss requirements. 

4.14 Other
In Section 13 (and beyond) of its Proposal, Vendor may include any additional information it so chooses, in order for the City to best evaluate Vendor and its offering.

5. Instructions on RFP Process
5.1 Use of Information

Vendor may not make any public announcement relating to this RFP or otherwise publicize the existence or contents of this RFP.  Any Vendor that discusses this RFP or the Initiative with anyone within or outside the City other than the persons and entities permitted pursuant to this RFP will risk elimination from further participation in the bidding process due to breach of confidentiality, in addition to enforcement by the City of any other remedies available to it.  All correspondence about this RFP and the Initiative should be limited to the Principal Contact described in Section 5.2 or other designated City personnel or agents.  
5.2 Principal Contact and Information Requests

(a) Joseph Sanders is the single point of contact (the “Principal Contact”) for all matters relating to this RFP.   Pillsbury Winthrop Shaw Pittman LLP (“Pillsbury”) is advising the City with respect to this RFP process.  Vendor should direct all inquires to the Principal Contact at ciorequests@memphistn.gov and copy both Lori Rizzi (lori.rizzi@pillsburylaw.com) and John Webber (john.webber@pillsburylaw.com).

(b) Vendor should not, under any circumstances, contact any City personnel (including senior City management or City employees with whom Vendor has an existing business or personal relationship) to discuss this RFP without the Principal Contact’s prior written consent.  Utmost discretion is expected of Vendor and all other RFP recipients.  Any recipient attempting to circumvent this process risks elimination from further participation in the bidding process.  

5.3 Schedule of Activities

(a) In order to accelerate the business transformation, service improvements and cost savings the City anticipates, the City has developed an estimated timeline for this Initiative.  The City will move as quickly and efficiently as possible to determine the feasibility of Vendor’s Proposal (and other RFP recipients’ proposals), and to move forward with term sheet discussions and ultimately conclude an agreement accordingly. 
(b) As a result, the City requests that Vendor make a dedicated team available to participate in the Proposal development and evaluation processes as necessary to participate in the activities and meet the deadlines provided in the table below (which are subject to change in City's discretion, including as a result of a decision by City to contract with multiple vendors to provide the Services):  

	Activity
	Date

	Publish RFP
	July 7, 2010

	Vendor Notification of Intent to Response
	July 16, 2010

	Vendor Questions Submission
	July 20, 2010

	City Response to Final Questions
	July 28, 2010

	Proposal Submission Deadline
	August 13, 2010, 2:00pm CST

	Recipient Presentations
	week of August 30, 2010

	Mutual Due Diligence (the City and Vendor), Competitive Negotiations and Agreement Finalization
	mid September – December, 2010

	Begin Transition
	end of January / February 2011


(c) Several of the activities identified in the above table are described in more detail in the remainder of this Section 5.

5.4 Intent to Respond; Initial Questions Submission; Final Questions Submission
(a) Vendor shall notify, via email, the individuals described in Section 5.2 of its intent to respond to this RFP by no later than July 16, 2010.  The subject heading of this email should be:  “[Your company’s name] – Intent to Respond to City of Memphis IS Sourcing Initiative 2010 RFP #2667”.  Vendor'S failure to submit an intent to responD by the Due date above will disqualify Vendor from participation in this RFP PROCESS.
(b) Vendor may submit questions based on its review of this RFP, by completing the template provided at Attachment C (Vendor Questions Template) and sending it via email by July 20, 2010.  This email should be sent to the individuals described in Section 5.2, with the subject heading:  “[Your company’s name] – Initial City of Memphis IS Sourcing Initiative 2010 RFP #2667 Questions”.  

5.5 Proposal Submission
(a) Proposal Submission and Due Date. 
(i) Vendor shall submit (A) 5 complete printed copies of its Proposal (including the signed Cover Letters); and (B) 2 CDs or DVDs containing softcopies of its entire Proposal (including PDFs of the Signed Cover Letters) on or before August 13, 2010 at 2:00pm CST, to the addressee provided below:  
Jerome Smith

Chief Purchasing Officer

City Hall

Suite 354

125 N. Main Street

Memphis, TN  38103
The label should identify the contents as:

City of Memphis IS Sourcing Initiative 2010 IT Infrastructure and AM&S Proposal – RFP #2667
(ii) Proposals submitted after the deadline, or which state that information will be provided ‘at a later date’, OR WHICH ARE OTHERWISE INCOMPLETE OR FAIL TO COMPLY WITH THE REQUIREMENTS SET FORTH IN THIS RFP will be DISQUALIFIED FROM PARTICIPATION IN THIS RFP PROCESS.   
(iii) Proposals may not be amended after the submission deadline.
(iv) Notwithstanding any legends on the Proposal or any other statements to the contrary, all materials submitted in connection with Vendor’s response to this RFP will become the property of the City and may be returned only at the City’s option.  
(v) With respect to the information contained on Vendor’s CDs or DVDs:

A. The folders and/or files should be organized in such a way as to preserve the order and labeling of how such information is presented in Vendor’s printed copy of its proposal;

B. Each document (and file name) should clearly show the name of Vendor;

C. Each file should be pre-formatted by Vendor to facilitate on-line viewing and printing in a form consistent with Vendor’s printed copy of its proposal;

D. All documents should be presented in a native Microsoft Office format (e.g., Word, Excel, PowerPoint, Project) or PDF; and

E. Documents should not include embedded files.
(b) Proposal Format.  

(i) The City expects the Proposal to be a compilation of various documents, in particular because Vendor’s Proposal must utilize the RFP response templates set forth in Attachment B (Proposal Templates) to this RFP.  The Proposal should be structured so that there is a primary, “core” document (organized in accordance with Section 4) that incorporates by reference, as applicable, the other documents.

(ii) Vendor shall use Microsoft Office 2003 file formats in preparing its Proposal to the maximum extent possible.  All pages should be formatted to print on 8 ½ x 11” paper, unless another format is provided by the response template.  Vendor responses should be specific, factual, brief and to the point, and should avoid pure sales and marketing content to the extent possible.  

(c) Proposal Expiration Date.  Proposals in response to this RFP shall remain valid for nine (9) months from the Proposal due date.  The City may request an extension of time if needed. 
(d) Vendor Data.  The confidentiality of information and data contained in Service Provider's Proposal shall be subject to and governed by the Open Records Act and any other Public Records laws with which the City is legally obligated to comply (including a Freedom of Information Act Request under “FOIA”). 
(e) General.  Subject to questions and clarifications raised on specific issues in accordance with Section 5.4, Vendor shall be deemed, by the submission of its Proposal, to have understood fully the meaning of the overall RFP.  Any claims of ambiguity after contract award will not be accepted by the City.
5.6 Recipient Presentations 
(a) Upon completion of the City’s review of the written Proposals, the City may ask some or all of the RFP respondents to give an oral presentation of its proposal to the City.  RFP respondents that are not selected to progress to the oral presentations likely will be excluded from further consideration.  For this reason, Vendor is strongly encouraged to make as complete and compelling a Proposal as possible.  An RFP respondent that does not do so risks being dropped from further consideration without having an opportunity to improve its offer.
(b) Details pertaining to (including location and duration of) the oral presentation phase of the RFP process will be confirmed after Proposal submission, however the presentations are tentatively scheduled to begin the week of August 30, 2010.  
(c) If Vendor is one of the RFP respondents asked to give an oral presentation, Vendor should prepare a comprehensive presentation that concentrates on the business and technical aspects of the Proposal, and should not be marketing discussions.  Vendor’s proposal may not be altered or enhanced during the oral presentation.
(d) Appropriate visual and written materials are expected, but the format will be left to the discretion of the Vendor.  A soft copy of all presentation materials must be delivered to the Principal Contact at least one business day before the beginning of the presentation.  Vendor should also bring a sufficient number of printed copies of the materials for the City attendees at the presentation.

(e) The City may provide a last minute agenda or other direction for the Vendor’s presentation based on the City's initial review of the Proposals.

5.7 Competitive Negotiations and Mutual Due Diligence
(a) After the completion of oral presentations (if any), the City will select those RFP respondents (each a "down-selected provider") with which to conduct simultaneous due diligence and competitive negotiations, leading to a “Best and Final” offer from each.  These providers will be selected based on an evaluation of their Proposals against the criteria described in Section 6.  RFP respondents that are not selected to progress to the mutual due-diligence and competitive negotiations phase of the RFP process likely will be excluded from further consideration.  For this reason, Vendor is strongly encouraged to make as complete and compelling "Best and Final" offer as possible.  An RFP respondent that does not do so risks being dropped from further consideration without having an opportunity to further improve its offer. 
(b) Mutual Due Diligence Process.
(i) Following this down-selection, the City will consider each down-selected provider’s request for specific due diligence items on a case-by-case basis.  If Vendor is down-selected, it will be Vendor’s responsibility to obtain any additional information it deems necessary to remove any qualifications or contingencies from its Proposal.  Any binding agreement the City negotiates and executes with a winning RFP recipient​ will not contain provisions providing for due diligence after such agreement is executed.  Accordingly, there will be no pricing or service level adjustments relating to after-discovered information.  
(ii) The City will use all reasonable efforts to make available the information that is requested by the down-selected providers, and to aid in this process the City requires that, as part of its Proposal, Vendor include a detailed description of the additional due diligence information that Vendor would like the opportunity to obtain.  However, the City does not commit to providing all information requested and, regardless of whether the City is able to provide such information, the provisions of this Section 5.7(b) will continue to apply.

(iii) The City and Pillsbury expect to perform various due diligence activities on any down-selected providers.  If Vendor is one of such down-selected providers, it shall be required to cooperate fully, openly and promptly with such diligence efforts.  

(c) Competitive Negotiations.
(i) The City expects to conduct detailed negotiations with each of the down-selected providers.  Details regarding this process will be provided at the appropriate time to Vendor, if it is chosen to be a down-selected provider, and may include discussions based on any aspect of a proposal. 
(ii) The City intends to have representatives of Pillsbury, its Sourcing Advisor (and legal counsel), participate in all negotiations.  The City encourages down-selected providers, as appropriate, to have its legal counsel participate as well.  However, the City will not be precluded by the absence of down-selected providers' counsel from having its counsel participate, and down-selected providers will not be permitted to defer or revisit any matter due to the necessity of consultation with counsel.

5.8 Award of Services 

The City reserves the right to award the Services to the best proposer or proposers or to make no such award, in its sole discretion.  Notification of the City's intent to award will be publicly announced on the City's website and outside City Council Chambers, located on the lobby floor of City Hall, 125 North Main, Memphis, Tennessee 38103.   
5.9 Protests

Any protest of award must be filed in writing with the Purchasing Agent within five (5) calendar days of the award announcement at the following address: City of Memphis Purchasing Agent: 125 North Main, Room 354, Memphis, Tennessee 38103.

5.10 Modification or Termination of RFP Process

Subject to the rules and regulations of the City's Procurement Office, including with respect to providing notification and, where applicable, providing the opportunity to revise proposals, the City reserves the right to, in its sole discretion, discontinue, amend, supplement, or otherwise change this RFP, the Initiative, the process used for evaluation, and the expected timeline at any time and for any reason, and makes no commitments, implied or otherwise, that this process will result in a business transaction with any provider.    
5.11 Supplemental Information

If, subsequent to issuance of this RFP, additional relevant material is produced by or becomes available to the City, such material will (where appropriate) be transmitted to all RFP recipients for their consideration.  Vendor should consider such information in its Proposal, and the City will assume that all changes or additional requirements transmitted have been taken into account in Vendor’s Proposal (including with respect to pricing), unless otherwise specified.  
5.12 No Representations or Warranties
(a) The City makes no representations or warranties regarding the accuracy or completeness of the information contained in this RFP or otherwise provided by the City through the RFP process.  Vendor is responsible for making its own evaluation of information and data contained in this RFP or otherwise provided by the City, and for preparing and submitting responses to the RFP.  
(b) The City has attempted to validate the information provided in this RFP, but it is possible that Vendor may detect inconsistencies or potential errors.  While Vendor should identify these potential issues in its questions or in an appendix to its Proposal, Vendor should use the information provided on an “as-is” basis for its initial Proposal.  Information regarding the City and the Initiative may be revised or updated, and republished for inclusion in a final response.

5.13 Proposal Preparation Costs

Vendor will be responsible for all costs it incurs in connection with this RFP process (including but not limited to Proposal preparation, personnel time, travel-related costs, and other expenses) and any subsequent agreement negotiations.  
6. Evaluation Model
6.1  Qualifying Proposals.

City will review each submitted Proposal to determine whether it is a Qualifying Proposal.  A Qualifying Proposal is one that meets all of the criteria set forth below.  All Proposals that ARE NOT Qualifying Proposals will be disqualified from this RFP process.

A Qualifying Proposal is a Proposal:


(1)  for which Vendor notified City of its intent to respond to this RFP in accordance with the provisions of Section 5.4(a);


(2)  that was submitted (in the form and format required) by the due date as specified in Section 5.5; 


(3)
that conforms to the requirements of this RFP (e.g., includes the proper number of copies, contains the requisite number of customer references); 


(4) 
under which Vendor's total charges each year for the Base Services is equal to or less than City’s 2011 fiscal year budget for the services that are the subject of this RFP ($7,000,000); 


(5) 
under which the Services are being provided solely within the United States; and

(6) 
that meets the M/WBE requirements set out in Section 11.8 of RFP Exhibit B-1 (Terms and Conditions).

6.2  Evaluation of Qualifying Proposals.

City will evaluate each Qualifying Proposal based on the degree to which it complies with City's requirements, as articulated in this RFP.  The primary categories that will be evaluated are:  
· Transition Methodology and Scope and Performance of Services, including whether Vendor accepts the scope of services presented in this RFP (including in Exhibit B-2) and the Service Level metrics defined in Exhibit B-4 , proposes an appropriate transition plan, mitigates transition and service delivery risks, provides a suitable organization and relationship management structure, presents qualified management personnel, maintains compatible corporate and operational values, and has prior experience in deals of similar scope and with government entities.  The references provided, the results of reference checks and site visits (to the extent conducted), and the financial stability of Vendor will also be considered as part of this evaluation category.

· Solution, including whether Vendor meets the solution requirements and constraints identified in Section 3 of the RFP, delivers value added solution components, and exceeds the M/WBE requirements set out in Section 11.8 of RFP Exhibit B-1 (Terms and Conditions).  The extent to which Vendor has a local office or locates its proposed solution in the Shelby county area or neighboring counties (Crittenden, Desoto, Fayette or Tipton), preferably in the City of Memphis, will also be considered as part of this evaluation category. 
· Pricing, including the total cost to City under Vendor’s Proposal and any risk of value leakage during the RFP process or over the Term.

· Terms and Conditions, including the degree to which Vendor accepts City's standard contract terms set forth in Exhibit B-1 as well as the Service Level Methodology set forth in Exhibit B-3, and presents an overall proposal response that presents acceptable negotiation risk.
Information on how City will weight these categories for each down-selection referenced in Section 5 above is set forth in Attachment D.

7. List of Attachments and Exhibits

7.1 Attachment A:  City Information  
(a) Exhibit A-1
City Applications  
(b) Exhibit A-2:
City Servers
(c) Exhibit A-3:
City Networking Devices
(d) Exhibit A-4
City Telephony Devices
(e) Exhibit A-5
City End User Data
(f) Exhibit A-6
Third Party Maintenance Contracts
(g) Exhibit A-7
Help Desk Tickets
(h) Exhibit A-8
Current Projects

(i) Exhibit A-9
GIS Resource Positions
(j) Exhibit A-10     Living Wage Ordinance
(k) Exhibit A-11 
Standard IT Items
(l) Exhibit A-12 
IT Vendors
(m) Exhibit A-13 
City of Memphis Purchasing Policies & Procedures
(n) Exhibit A-14 
GIS Web Applications
(o) Exhibit A-15 
GIS Data Layers
(p) Exhibit A-16 
GIS Strategic Plan

(q) Exhibit A-17 
Frequently Asked Questions
7.2 Attachment B:  Proposal Templates
(a) Exhibit B-1:
Terms and Conditions
(b) Exhibit B-2a:
Base Services Description
(c) Exhibit B-2b:
Additional Services Description 
(d) Exhibit B-3:
Service Level Methodology
(e) Exhibit B-4:
Service Levels

(f) Exhibit B-5:
Rate Cards
(g) Exhibit B-6:
Pricing Workbook
(h) Exhibit B-7:
Sample Pricing Workbook
(i) Exhibit B-8:
Financial Responsibility Models

(j) Exhibit B-9
Certain Pricing Terms
7.3 Attachment C: Vendor Questions Template
7.4 Attachment D: Weighting Percentages for Proposal Evaluation Categories
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