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009 – MAINTENANCE & SUPPORT
9.1 What this document is about

The vendor shall complete the following form. Providing detailed information will allow FCERA to understand how the system will be maintained and supported once implementation is complete.
9.2 Response Form
	MAINTENANCE AND SUPPORT QUESTIONS:

	Please describe the general structure of your support & maintenance plan along with the costs and options available.

	

	Can standard support be available from 8:00 A.M. to 5:30 P.M. Pacific Time, Monday – Friday? 

	

	How is after-hours support provided?

	

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

	

	How would FCERA report a new issue or problem?

	

	How are existing issues tracked?

	

	How often are software updates scheduled?

	

	Describe the process by which software updates are released, and how FCERA would go about implementing these software updates.

	

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

	

	What is the procedure for requesting a larger change (estimate 5-20 hours coding time)?

	

	What is the procedure for requesting a large change to the system?

	

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

	

	Explain the approval procedures for a newly requested change.

	

	What is the expected turnaround time for a simple bug fix that is easily identified and fixed?

	

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

	

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

	

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

	

	Can the vendor guarantee that FCERA will receive primary customer support from a staff member thoroughly trained in FCERA’s system? Will this staff member be assigned to the PAS project at least three months prior to go-live? Will the vendor guarantee that this staff member remain FCERA’s primary support for at least 18 months after go-live?

	


	What are the hourly charges (if any) for the following types of service (by function)?

	
	FCERA Owned Environment
	HOSTED Environment

	Database Tuning
	
	

	Backup/Restore/Recovery
	
	

	Diagnostics and Analysis
	
	

	Testing
	
	

	Operational Support
	
	

	Other (please specify)
	
	


	What are the hourly charges (if any) for the following types of service (by role)?

	
	FCERA Owned Environment
	HOSTED Environment

	Customer Representative
	
	

	Project Manager
	
	

	Programmer/Analyst
	
	

	Database Administrator
	
	

	Network Engineer
	
	

	System Administrator
	
	

	Other (please specify)
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