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Specimen Invitation To Tender

for ICT Support
Introduction 
This document is part of the Collaborate Resource Sharing Toolkit produced by hact and funded by CLG (the Department of Communities and Local Government).

It was used by the Nottingham Collaborate group to advertise for and appoint an ICT services supplier to provide maintenance and development services to the three organisations in the group;  we are very grateful to them for their permission to make it more widely available.

It is provided for illustrative purposes, and to prevent groups which are planning to put out a tender for shared ICT services from having to reinvent the wheel.   
It will clearly need to be amended to ensure that it reflects your circumstances, and we strongly advise you to seek expert help in doing this – either from pro bono sources or to hire someone with technical expertise to help you with getting the specification right, and with the shortlisting and interviewing process.   Hact cannot be held responsible for any problems which arise if you choose to ignore this advice.
Having said that, we hope that it will be helpful and that, if you do decide to put out a tender for shared services, your efforts will be successful.
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Collaborate Partners ICT Support

To support the ICT needs of three voluntary sector organisations in Nottingham
16 October 2009, Version 1.2
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Background
As part of a wider collaboration three charities, who work with homeless people in the Nottingham area, would like to share their ICT support for reasons of cost and compatibility.
The three participating charities are:
Nottingham Hostels Liaison Group (HLG) - lead organisation
21 Clarendon Street, Nottingham, NG1 5HR

Contact: Claire Grainger, Chief Executive
Direct Tel:  0115 8599521
Web: www.hlg.org.uk
Friary Drop-In (FDI)
46 Musters Road, West Bridgford, Nottingham, NG2 7PR
Contact:  Chris Keighley,  Chief Executive
Tel:  0115 981 0009
Web: www.friarydrop-in.org.uk
Emmanuel House
53-61 Goose Gate, Nottingham NG1 1FE
Contact: Rory Sewell or Brian Shaw
Tel:  0115 950 7140
Web:  www.emmanuelhouse.org.uk (being developed)

HLG have had a Windows based domain and ICT Support for a few years.  FDI and Emmanuel House, on the other hand, have only recently had a Windows based domain installed and have had no regular ICT support.  All three have no specialist in house IT knowledge.  
Support for HLG is currently provided by Purple Zebra (www.purplezebra.org.uk) and the new installations at FDI and Emmanuel House was undertaken by Rob Stead (www.robstead.co.uk).  Rob was funded by money provided by Communities and Local Government (CLG, www.communities.gov.uk), through hact (www.hact.org.uk), to promote collaboration.  He is also involved in this tender process.
HLG would like monthly visits and FDI and Emmanuel House would like quarterly visits all with remote monitoring and support.  The budget for this support is around £8,000 per annum.
Technical questions that relate to this tender can be addressed to Rob Stead, Tel: 020 7183 0211, Email: admin@robstead.co.uk
Current Systems
The individual setups at each organisation are as follows:

	Nottingham Hostels Liaison Group (HLG)
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HLG is located at one site, they have 40 staff, and their current IT system consists of: 

· A Windows 2003 Small Business Server
· 26 PCs and Laptops running Windows XP Professional
· 1 network printer and 6 stand alone printers

They use Microsoft Exchange 2003 (with GFI's MailSecurity), Office 2003 and backups are to tape.  Quickbooks is used for accounts and they have a few bespoke Access databases used for project monitoring.  These databases are support by an external consultant, Tracey Hassel-Jones.  Their web site has recently been upgraded to a Content Management System (using asp.net) and their broadband is provided by Cable and Wireless.

Future plans include:

· Using Terminal Server for remote access

· Configuring Outlook Web Access with https and a domain name
· Configuring Outlook Anywhere

	Friary Drop-In (FDI)
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FDI is located at two sites and they also have some mobile outreach workers.  They have 19 staff, 5 full-time.
1. The main office consists of:
· A Windows 2008 Small Business Server
· A Windows 2008 Terminal Server

· 4 PCs running Windows XP Professional
· 1 Network printer and scanner

They use Microsoft Exchange 2007 (with Microsoft’s ForeFront for Exchange and BackupAssist), Office 2003 and backups are to Amazon’s S3 Cloud.  Quickbooks is used for accounts and their broadband is currently provided by BT (on a static IP).

Future plans include:

· Improving the firewall (perhaps by using Microsoft Forefront Threat Management Gateway)

· Updating their web site to a Content Management System

· Switching the phone system to VoIP

2. The drop-in centre has the following setup:
2 Laptops running Windows 2000 Professional 

They currently plan to share a broadband connection with a doctor’s surgery and connect remotely to the main office via Terminal Server.
Future plans include:

· Provide a suite of PCs for clients to access the internet and write letters.

3. Outreach workers use:

· 1 laptop running Windows Vista Professional

Remote access is gained via Terminal Server, Outlook Web Mail and Outlook Anywhere.

Future plans include:

· Provide all outreach workers with a laptop running the latest version of Windows.

	Emmanuel House
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Emmanuel House is located at one site and they have 11 full and 11 part-time staff.  Their ICT consists of:
· A Linux proxy/firewall (ClarkConnect)

· A Windows 2008 Small Business Server

· 12 PCs Running Windows XP Professional

· 1 laptop running Windows XP Professional

· 2 personal laptops running Vista Professional
Six PCs are used by clients and are not connected to the domain with ClarkConnect providing a low level filtering (using DansGuardian) of inappropriate web site.  They also use Microsoft Exchange 2007 (with Microsoft’s ForeFront for Exchange), Office 2003 and backups are to Amazon’s S3 Cloud.  The photocopier acts as a shared printer and their broadband is supplied by Griffin Internet (on a static IP).

Future plans include:

· Upgrading their hardware

· Putting a PC on the main reception desk

· Improving their web site (based on Drupal)
Future Plans

As well as individual plans the group would also like to explore:

· Develop a shared monitoring database.  This is currently being developed by Tracey Hassle-Jones and should be rolled out soon.
· Sharing resources; for example, web hosting (including DNS), backup SMTP servers, file and Exchange backup systems 

· Using partnership organisation or each other to add some redundancy to their system.
· Joint purchasing.  For example, anti-virus subscription (Sophos), PCs, etc
· Including other organisations within the collaboration and this ICT contract
· Advice on the benefits of upgrading, for example to Office 2007 and Windows 7, or using other non-Microsoft software.
· Understanding some of the important developments in the ICT world that could be used to benefit their work.  For example, Open Source, cloud computing, XML Web Services and VoIP.

Key ICT Support Needs
The key support needs for the Collaborate partners are:
1. Consistent support over a period of time.  Ideally they would like to work with one person who they get to know and who can ‘feel part of the team’.  Being approachable and personable are important characteristics of such a person.
2. A commitment to the Circuit Rider principles (http://ukriders.lasa.org.uk/principles).  Or in other words, a commitment to providing pro-active, honest and transparent support, in a non-technical manner that enhances the strategic goals of each partner organisation and the collaboration itself.

3. Willingness to work closely with a lead ICT person within each organisation and help them improve their understanding (including recommending training when appropriate).  It is envisaged this lead person will co-ordinate the work and undertake some day to day tasks.

4. A ‘whole system approach’, including help with:

· Planning

· Purchasing – software and hardware
· Basic training

· Computer use policies

· Introducing standardisation and good practice

5. A simple and straightforward pricing structure.
6. Telephone support, including remote monitoring of server systems (particularly the internet connection and Exchange)

7. Windows Server administration.  Including:

· Add and disabling domain accounts

· Configuring emails accounts

· Installing updates

· Ensuring backups are working
8. Understanding how to configure and support Windows 2003 and 2007 Small Business Server.  In particular;

·  Microsoft Exchange (including back-up SMTP servers)
· DNS (and domain records, including, SPF and reverse ‘A’ records)
· DHCP

· Firewall

9. Understanding how to configure and support Terminal Server

10. A good understanding of Windows XP, Vista, Windows 7 and Office 2003 and 2007 so that ad-hoc training session with staff can be undertaken when required.
11. A working knowledge of how the internet works and can be made best use of (including DNS, web servers, VoIP and virtualisation, including cloud computing).

12. Willingness and ability to work with third parties, such as web and database developers, to ensure the success of any web or database project.  An understanding of relational databases would also be useful, particularly as implemented in Microsoft Access.
13. A knowledge of Linux would also be helpful; particularly applications such as BIND, Apache, Squid and Dansgaurdian as well as complete packages such as ClarkConnect, Ubuntu or Fedora.  Solutions don’t always have to be from Microsoft.
Response Required

In reply to this tender we would welcome responses to the following points:
· How would you deliver the key requirements and what is your preferred method of working?

· What is your charging structure that will accommodate the key ICT support needs listed above?

· What is your preferred contract period?
· If you have a contract could we see an example copy

· Could we have two references, either paid or voluntary, that demonstrates your knowledge of the key ICT supports needs listed above.
Timetable

Responses are required by Monday 9 November 2009.  Please send to:  Claire Grainger, HLG, 21 Clarendon Street, Nottingham, NG1 5HR.
Short-listing will be completed by Monday 16 November and successful candidates will be invited to attend an interview on the Friday 20 November.

Technical questions that relate to this tender can be addressed to Rob Stead, Tel: 020 7183 0211, Email: admin@robstead.co.uk
