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	Maintenance Category
	Description
	Projected Level

	Software Updates
	Respond to bug fixes, updates to existing, or new system enhancements to the existing SIROMS SharePoint, .Net, Web, and BPM environments.  Examples would include changes to but are not limited to:  Data fields, calculated fields, workflows, data entry screens, document storage, funds processing, administrative screens, new activities, new rounds, new programs, software version, and user security 
	50 updates per Month

	Production Support
	Examples would include changes to but are not limited to:  Helpdesk calls providing Tier 1 support, escalate and respond to Tier2/Tier3 support for defects, training, documentation, requests, and usability of systems or reports
	600 support tickets per Month

	ACH Processing
	Respond to bug fixes, updates to existing, or new enhancements to ACH processing with financial institutions.  Examples would include changes to but are not limited to:  secure transmissions, user security, file layouts, data capture points, financial institution, and reporting
	20 transactions per Month

	Systems Integration
	Respond to bug fixes, updates to existing, or new enhancements to systems integration with external and internal systems.  Examples would include changes to but are not limited to:  secure transmissions, user security, file layouts, interfacing system, interfacing organization, and integration frequency
	20 transactions per Month

	Database Support
	Respond to bug fixes, updates to existing, or new enhancements to databases within the SIROMS environment.  Examples would include changes to but are not limited to:  software patches, DB versions, indexing, backups, replication, tables, fields, reporting, reporting database, user security, performance, compression, and storage
	As Required

	Reporting
	Respond to bug fixes, updates to existing, new reports, or enhancements to reports generated from within the SIROMS environment.  Examples would include changes to but are not limited to:  Reporting versions, data fields, calculated fields, user security, performance, automation, delivery list, storing copies, scheduled delivery, ad-hock requests, Business Object versions, Adobe versions, Excel versions, and new report requirements
	15 New/Updated reports
 per Month
35 ad-hock requests per Month

	Hosting
	Provide a hosting solution which provides updated the security, data warehouse, uptime, redundancies, and performance identified within this RFP.  Examples of anticipated hosting changes within Maintenance include but are not limited to the following changes: Migration of SIROMS environment, building new Virtual Machine (VM) instances, consolidating VM instances, DR environments, Production environments, Testing environments, Development environments, hardware upgrades, software upgrades, and patches.
	75 system updates per Month

	Business Support
	Respond to client needs required to support ongoing business activities as they pertain to the ongoing use of the SIROMS system and integration points.  Changes to the current business support include but are not limited to: New software releases, new reports, user training, user testing, business process support, grant management support, financial management support, and general customer service.
	As Required

	
	
	






