Exhibit 19: Ongoing Support Services
Responses must be provided for each scenario in the domains that follow, detailing the functionality available in the proposed solution. Responses to ALL questions should include a status on availability for the functionality prior to the scenario response, as follows:
Yes, functionality is available now as part of the proposed solution
Partially, portions of the functionality can be met within the proposed solution (explain in detail)
Yes, functionality will be available as part of a future commercially available release (provide estimated release date)
Yes, functionality is available as part of a proposed third-party solution (provide third-party solution name)
No, functionality is not available but could be through a custom build only
No, functionality is not available in the proposed solution
19.1 	Ongoing Support Services
Once the implementation for each domain is complete, Owens State Community College will still require support services from the vendor for the project and implementation activities. Describe how the proposed solution meets these requirements by answering the following questions:
1. Post-production, what is the transition plan of moving the support from your implementation organization to Owens State Community College? 
2. What support is provided for the staff (offices and IT) at the College?
3. Do you provide your own ticketing and development tracking tool? If yes, describe how Owens State Community College will interact with this tool(s) and the process for technical and user staff to access and leverage its contents.
4. Is production support provided in a phased deployment? Does the implementation project team provide production support for the duration of the project on phased deployments? What is the duration of the post-production support by the implementation resources prior to the transition to an ongoing support structure? Describe your model and approach for the Owens State Community College.
5. Provide your organization’s perspective on a post-go-live support model for Owens State Community College. What is the recommended internal support model for Owens State Community College? Describe any responsibilities that the College will need to assume to support the proposed ERP solution.
6. Describe in detail the ongoing customer service and support services that are provided as part of its ongoing maintenance agreement.
7. Describe in detail the proposed Service Level Agreement provided. Attach the proposed SLA.
8. What type of communication is provided as part of the ERP solution fixes, upgrades, and enhancements (technical vs. functional changes)?
9. What type of ongoing training is provided as part of the solution support for the ERP solution fixes, upgrades, and enhancements (technical vs. functional changes)? Describe the modalities in which training is available. Assure optional training services and subscriptions are denoted in Exhibit 20: Cost Proposal Workbook
10. Are there any annual software user certification/training hours as a condition of maintaining support costs/maintenance fees?
11. Describe your bug/issue and escalation approach – what is the process, how are issues and actions logged, triaged, and monitored for resolution, how are they reported? How do you assess and differentiate bugs/issues vs. enhancement requests? 
12. Provide an overview of your methodologies, tools, templates, resources, and organization as they apply to the following services. In describing your organization’s services, explicitly explain how you ensure the quality of your services remains high and how you assure the clients’ project goals and objectives are thoroughly achieved.
a. Production cut-over events
b. Post-implementation support options after going into production
13. Based on your proposed and costed staffing plan, provide a summary of the total hours in each of the categories below. Insert rows/roles in the table below, as needed.
	Description

	Number of Staff for the Project
(hours/year for each person within the role)

	
	‘22-23
	‘23-24
	’24-25
	’25-26
	’26-27
	‘27-28
	‘28-29
	‘29-30

	Ongoing Integration Configuration and Support Services
	
	
	
	
	
	
	
	

	On-going End User Training and Documentation
	
	
	
	
	
	
	
	

	Decommissioning of Legacy Systems
	
	
	
	
	
	
	
	

	On-going Technical Support Services
	
	
	
	
	
	
	
	


1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10. 
11. 
12. 
13. 
14. As an optional service, do you provide professional curriculum and content for compliance, professional and personal development training?
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