Attachment C – Maintenance and Support

	Proposed Maintenance and Support
	

	Post-implementation support

	Days of on-site support after go-live


	

	Other on-site support after go-live (month end, year end, open enrollment, etc.)


	

	Support Options
	

	Support Packages Offered (Bronze, Silver, Gold, etc.)

	

	Support Package Proposed

	

	Other Support:

	Remote desktop support

	

	Additional on-site support

	

	Telephone Support

	Hours available


	

	Problem Reporting and Resolution Procedures

	

	Response time for various levels of severity

	

	User Groups

	Local User Group


	

	User Group Members (number)


	

	Third Parties

	Support provided for third party products?


	

	Upgrades/Patches

	Upgrade Frequency (major and minor releases)


	

	How are upgrades delivered?


	

	Are upgrades required?


	

	How many versions are currently supported?


	


