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	REQUEST FOR PROPOSAL: PENSION ADMINISTRATION SOFTWARE SYSTEM
	



[bookmark: _Toc158008876][bookmark: _Toc158104596][bookmark: _Toc158723992][bookmark: _Hlk163515036]Attachment 13 – Maintenance and Support Questionnaire
Instructions:
1.	Provide your response to all questions in the space provided after each question below.
2.	Provide detailed information that will allow SamCERA to better understand the Bidder’s experience and abilities related to maintenance and support.
	Maintenance and Support

	1
	Please describe the general structure of your support and maintenance plan and what options are available.

	
	


	2
	Please describe your methodology and processes for service level management (e.g. monitoring and reporting) covering availability, incidents, reporting, stability, performance, security, and data integrity.

	
	


	3
	Please describe your incident management practices, including classification, severity levels as well as targets to respond and resolve.

	
	


	4
	If your support staff have access to SamCERA data, please describe any monitoring or controls in place to ensure that data is only accessed as necessary to perform the support functions in accordance with the Services required under this RFP.

	
	

	5
	Please describe your approach to client relationship management during ongoing operations (post go-live). Does your approach include regular meetings? If so, what is the frequency? Are there opportunities to meet in person?

	
	

	6
	How is after-hours support provided?

	
	


	7
	Describe how an issue gets escalated if there is not an immediate solution.

	
	


	8
	How would SamCERA report a new issue or problem?

	
	


	9
	How are existing issues tracked and prioritized?

	
	


	10
	How often are the major releases of the core product (software) published? How often are these updates scheduled for customers? Does SamCERA have the flexibility to implement on a pre-defined schedule? 

	
	


	11
	How would SamCERA be trained to use the product following a major post-go-live release? Specifically, how is training for this scenario different from the training described for Question 21 in Attachment 11: Implementation Plan and Staffing Questionnaire?

	
	

	12
	Describe the process by which critical updates are made and how involved SamCERA would need to be in the implementation of these updates.

	
	


	13
	Please describe the process for implementing a system upgrade. Please ensure to include information on: 
a. advance notice provided to clients
b. adherence to established maintenance windows (weekends, holidays, after hours)  
c. system downtime
d. the communication process
e. any expectations of SamCERA for system upgrades
f. environment management details
g. what training and support is provided by the Bidder during this process  
h. efforts to schedule system upgrades to avoid interruptions in system availability to staff, members, and employers.

	
	


	14
	Please describe your approach to regression testing when a change/fix is deployed. Is the process automated?

	
	


	15
	Is there testing expected of SamCERA as part of a standard upgrade process? If it is not, is SamCERA able to participate in the testing of upgrades/updates/fixes?

	
	


	16
	What is the procedure for requesting a small change or enhancement (estimate 1-4 hours coding time)?

	
	


	17
	What is the procedure for requesting a medium change or enhancement (estimate 5-20 hours coding time)?

	
	


	18
	What is the procedure for requesting a large change or enhancement to the system (estimate above 20 hours coding time)?

	
	


	19
	What are the steps SamCERA would take to get assistance in defining requirements for a change?

	
	


	20
	Explain the approval procedures for a newly requested change.

	
	


	21
	What is the expected turnaround time for small, medium, and large change requests?

	
	


	22
	What is the process and turnaround time for an “emergency” modification, made necessary by a significant and unexpected business rule change?

	
	


	23
	What is the process and turnaround time for an “emergency” unforeseen security change required?  

	
	


	24
	In what way is the Bidder’s customer support superior to other competitors?

	
	


	25
	Will the Bidder guarantee that SamCERA will receive primary customer support from a staff member thoroughly trained and familiar with SamCERA’s configuration? Will this staff member be assigned to the PASS project for at least three (3) months prior to go-live? Will the Bidder guarantee that this staff member remains SamCERA’s primary support for at least eighteen (18 months) after go-live?

	
	

	
26
	Please describe in detail what is included in your post go-live support model, annual licensing, and ongoing maintenance & support fees.  Please include the following:
a. Is there a block of hours included for minor changes required?
b. Are regular product enhancements included?
c. Are all legislative changes included?  Please provide examples of those that are or are not included.
d. What types of items would not be included in your support model?
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