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Dallas County
Desktop Technical Support Services
REP # 2010-090-5232

NEIL

Information Services

EXECUTIVE SUMMARY

Qnet Information Services (Qnet) is pleased to respond to Dallas County's Best and Final Offer (BAFO)
REP # 2010-090-5232 for Desktop Support Services. Our proposal price reflects Qnet’s understanding of
key components defined in your BAFO document. The proposal and contents thercof shall be valid for a
period of 180 days subsequent to the RFP closing.

Quet has provided services to Dallas County since 2002, Our over eight years of experience, knowledge
and understanding of the County's business clearly distinguish us from the competirion. Qner, a Texas
Corporation, is a NCTRCA certified MBE firm and is recognized as a leader in providing managed
services to public and private sector clientele. Qnet’s core competencies include the development,
implementation, and support of rechrologies — specifically, the autamation of web solutions and the
management of technology infrastructures.

As will be presented ir. our BAFO response, we will demonstrate that Qnet fully understands and can
effectively manage the scope and task objectives detailed in the RI'P. Quet has assembled a team that
will provide a comprehensive solution designed to meet the needs of the Dallas County Desktop support
initiative, utilizing our premier strategic partners, Buchanan Technologies, Thoth Solutions, Inc., and
Vignon Corporation. Our teaming of partners provides a synergistic set of processes, tools and certified
staff that will ensure the Dallas County Desktop support functions are implemented using industry best
practices.  Most importantly, Qnet and Buchanan Technologies are currently providing helpdesk
support for Dallas County and believe adding the desktop support increases the overall value of services
to Dallas County.

Qnet’s team performance will provide the most effective and efficicot support possible for the County.
Our experienced management tear knows and understands Dallas County business challenges. We will
leverage our subcontracting partners’ knowledgebase, and extensive expertise to ensure successful
accomplishment of all Dallas County goals and objectives.

Quet is proposing a comprehensive service offering which will deliver a tum-key Desktop Support
Service. Services consists of the following six components:

Breal/Fix Operations

Project Support Operations

On-Site / On Call Support Staft

Desktop Operations

Central Receiving and Distribution

IT Asset Management (Hardware/Software)

N

To ensure the success of delivering our services, we will staff our Dallas County Operations Team with
the following positions:

*  Service Delivery Manager

e  Service Coordinator

»  Certified Deskrop, Break/Fix and Project Technicians
*  Asset Management Team

¢ Central Receiving and Distriburion Team
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Dallas County
Deskrop Technical Support Services
REP # 2010-090-5232

Information Se:rioes
Quet's comprehensive solution offers the highest quality services and best-value approach delivered by

companies and resources residing in Dallas County, as we share Dallas County’s strong desire to protect
constituent’s tax dollars by reinvesting them in solutions based within the county.

We are excited about the opportunity to further extend our partnership with Dallas County. Thank you
for your continued interest and trust in our services. Please be assured of Qnet's total commitment to
support your final decision.

Sincerely,

— /ﬁf&( 7
ra -

Larry Hall, Pmsyi‘dent/CF.O
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Dallas County
Deskrop Technical Support Services
RFP # 2010-090-5232

Information Services

to BAFO Items Listed

L. What is your minimal transition time and does all work need to happen prior to go live?

Qnet belicves that we can transition operations within two weeks minimum assuming that there are 1o
complications or contract issues with transitioning the current deskrop support staff from the current
vendor, The only task that we will need to perform prior to go live is the re-badging of current staff.

2. Where is your warehouse located and what access would Dallas County have to it?

Qnet’s warehouse is located in Richardson, Texas. The physical address is 160 Business Parkway,

Suite # 160, Richardson, Texas 75081 Dallas County will have access to the facility any time during our
normal business hours of operations between 8:00am and 5:00pm Monday - Friday. If access is needed
anytime after normal business hours, a call to the Service Delivery Manager assigned to Dallas County
account can be contacted for access.

3. What specific activities/procedures would you implement to maintain inventory accuracy by
department?

¢ Qnet partnership with Buchanan Technologies will allow Qnet to urilize the ARIES Asset
Management system currently being utilized by Dallas County.

*  Quet plans to continue utilizing the ARTES system to maintain the accuracy of the inventory.

¢ Quet plans to further enhance the accuracy by hiring an Asset inventory manager whase
primary responsibility will be to verify each technician is following procedures to maintain
the accuracy and integrity of the inventory database.

*  Qnet will implement a standard procedure for the technicians to carry an inventory scanner
with them to verify the inventory after responding to each wouble ticket when visiting a
cusromer office.

*  Quarterly departmental inventory asset inspections will be performed as part of our services.
Qnet’s goal is for each department to receive a complete asset inspection anmually,

* Al new items purchased and received at Qnet's warehouse for distribution will be tagged,
scanned and entered into the asset inventory database before it is delivered.
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Dallas County
Desktop Technical Support Services
REP # 2010-090-5232

Information Services

4. What additional benefits could Dallas County expect by contracting with your firm for this
service?

If Dallas County selects Qnet to provide these services the following additional benefits are available:

¢ The Desktop Enhancement Suite which is included with Qnet’s service offering will provide
additional benefits currently not available to the County. This deskrop agent will allow us to
track the deskrop software license and integrate this information into ARIES to allow the
County to have a full comprehensive asset inventory of the physical asset as well as the
software licenses installed on the desktop.

The user address book will contain names, addresses, location, telephone numbers, and any
other relevant information for users. The address book will be manuatly maintained in
accordance with information provided by the County and will contain the fields deemed to
be appropriate by the County.

* The asser management database will contain a listing of all of the assets that Qnet manages
for the County. Configuration information for assets that are automatically inventoried will
be imported into the asset management database. The asset management database will also
be used to maintain manually provided information such as warranty expiration dates.

Each asset in the asser management database will be linked to a user in the address book.
The link to the address book will provide information about the user responsible for the
asset and the asset’s location.

When a service request that is specific to an asset is recorded in the incident management
system a link will be created o the appropriate asset. This link will allow for reporting on
historical service request activity for each asset along with other configuration management
information.

Online Asset Reporting:

* For daily management and administration purposes Qnet agents and a few designated key
Dallas County personnel will be provided access to the above mentioned management tools.
This access will provide the capability to update configuration data and maintain open
SErViCe requests.
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Dallas County
Deskrop Technical Support Services
REP # 2010-090-5232

NEIL

Information Sexvices

Deskrop Software Compliance:

The inventory information gathered by the agent will provide complete information on the
software installed on each system. This information includes software publisher, version,
license codes, and product keys where applicable. This information will enable the County
to monitor the number of installed applications by license type and reconcile purchased
licenses against used licenszs.

* Qnet will provide Dallas County employees access to free online computer training classes
via web base computer base training called CBT nuggert

5. Identily and submit resumes for any changes to key personnel proposed for this project.

No changes have been made to our Key personnel that were identified in our original proposal.

6. If there are changes in the Minority/Women Business Compliance Docurment, explatin the
changes and resubmit the appropriate M/WBE forms included in the RFQ showing “Revision #1”
at the top of the M/WBE documents.

No changes have been made to our M/WBE compliance document that was identified in our
original proposal.

7. Review of Contract Draft terms and conditions. Requested amendments and comments.

Qnet agree with most of the draft contract, with exception to a few additions and deletions.
Section 8. Monetary Restitution:

Add clause at the end : “ In the event this contract is prematurely terminated by County without givining
Contractor proper notice and/or an opportunity to cure any alleged defects in performance, Contractor
shall have the right to monetary restitution equal to the amounts it reasonably expected to earn had such
notice and opportunity to cure been provided.”

Section 9. Indemnification:

Change shall “forever” waive, to shall “for the term of this contract, any additional periods, and two years
after the contract’s expiration or termination”
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1L

Best and Final Cost Quoration

Cost Comparison Scenario
Qnet information Services

Assumptions
Initial Term 3 years
Extension Options Upto2
PCs Maintained 5,500
Printers Maintained 2,500
~Average monthly tickets 850
Annual Cost
Year 1 Year 2 Year 3 Year 4 Year 5

Base Monthly Services 1,369,985 1,411,289 1,411,289 1,411,289 1,411,289
Projected Annual Cost 1,369,985 1,411,289 1,411,289 1,411,289 1,411,289
One Time Costs $65,118
Transition
License/Other

Annual $1,369,985 | $1,411,289 | $1,411,28% | $1411289 | $1,411,289

Total
5 Year Total

Total FTE Assigned 17 17 17 17 17
Hourly Rates for cut of Scope Work
Desktop Engineer $55
Lead Desktop Engineer 375
Project Coordinator $85
Service Delivery Manager $95
Specify any additional costs
associated with performing the
services outlined in the RFP, if any:
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