Service Desk

1. Section 2.2 – Clarification on how many users that will be required to actively participate in the service delivery activities (can assign tickets to these resources) vs view status or consume data / reports Up to 10 employees/contractors.
a. Paid licenses (client fulfiller) vs view only up to 10 client fulfiller and the remainder view only.
2. Section 2.3 - Is there an opportunity to rebadge existing CNB employees? Open to the discussion, but limited staff in place
3. Section 2.4 / 2.5 – “timely manner”  What is the expected lead time for new employee onboarding?  We can service requests from our depot with ~5 day turn around or house HW onsite if <5 days is required. Typical lead time will be 5 business days, with exceptions for 24 hour turn around for a new employee request. A small onsite HW stock for rapid delivery is acceptable and preferred. 
4. Section 2.11 – propose to rate cards for additional projects:
a. Rate card #1 – MITS field resources, lower rate / less expertise.  Utilized for common OOS requests example – office or location move
b. Rate card #2 – Infra project resources, higher rate / SME level expertise.  Utilize for high risk or projects where SME level resources are required.
5. Section 2.12 – 
a. fixed pricing to start contract. 
i. 500 users / 31 locations

1. 40 white glove support

2. 460 standard knowledge users

ii. 250 calls / month
iii. Incidents = average 50/month per BUs and there are two so this is 100/month
iv. Requests = average 300/month

1. These seem backwards or the volume of incidents seem very low for 500 users?  We define Incidents as “break/fix” - something does not work.  Requests – I need something – new laptop, new user provision, application installation, etc.
2. The call, Incident, Requests data doesn’t make sense to me.  250 calls in a given month.  From those 250 calls – only 50 break fix (Incident) requests?  
3. Appendix A Graph details contradict text summary
a. Example – Incident averaging 50/month

i. CNB Incidents ~175
ii. CED Incidents ~50 
iii. CNB + CED = 225 average

1. 225 Incidents is more in line with what I would expect for ~500 user environment.
a. 0.45 cases per user per month
b. Aligns closely with existing metrics for LS, NC and NE SET Teams
v. Assume not to exceed - 0.6 tickets/user/month
b. Base growth pricing on ticket volume not end users.  Not all end users require the same support effort. The incident numbers are correct – though the approx. 50 incidents represents 50 for CNB and 50 for CED totaling 100 for both business units. Additionally, our recent organizational changes have changed the population of our respective business units with out recent monthly average numbers being a closer representation of our interaction/incident/request numbers.
6. Section 4

FCR – clarify target % - written as 98% seems to be an error – The high level of FCR is based on tickets the provider and CNB would agree upon to be completed as FCR. Example, if a called needed or requested support not agreed upon to be an FCR interaction it would not count against the attainment measure.
Can the client provide their actual performance metrics for speed to answer, abandon, FCR and CSAT? We are not publishing our current performance metrics based on the fact these numbers are for an entirely different population of supported employees and business units.
7. Section 5

a. Preference in contract duration?  Our default and preference is 3 years  CNB would like to see pricing and bids for 1 year and 3 year engagements. 
Asset Management
I don’t have questions

