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1. GENERAL INFORMATION 

 
1.1. PURPOSE 

 
This Request for Information (“RFI”) is issued by the New Hampshire Department of 
Information Technology (“DoIT”) to solicit information regarding solutions for 
providing monitoring, repair, replacement, and maintenance of small uninterruptable 
power supply (“UPS”) units installed throughout the entire State of New Hampshire. 
 
The State of New Hampshire Executive Branch agencies have installed small 
uninterruptable power supplies in numerous State facilities, district offices, and 
maintenance sheds throughout New Hampshire to protect their servers and the State’s 
network.  The Department of Information Technology seeks to contract with one (1)  
qualified vendor to:  

a) Establish a service program for repair, replacement, and maintenance of these 
small UPS units (server and network units only); and 

b) Provide remote monitoring services. 
 

The vendor shall provide all labor, tools, transportation, materials, equipment, and 
permits as necessary to provide the level of service described herein. The UPS units 
are located a multiple agencies throughout the State. 
  
Concise, conceptual responses are sought which will inform the Department of Information 
Technology decision makers of the options available, estimates of cost, and implementation 
timeframes.  The State seeks to gain a better understanding of the available approaches; 
therefore, responses are being solicited from a wide range of respondents in accordance with 
the objectives and parameters established in this document.  Vendors may submit a response 
that includes one or more proposed solutions; however, responses should separately address 
all applicable information sought in Section 2.5 of this RFI as it pertains to each solution.  
 
1.2. REQUIRED SERVICES  

 
The Department of Information Technology seeks information on available services for 
managing a large number of small UPS units around the State.  These UPS units are 
providing power management for VoIP telephones systems and application servers. 

 
1.2.1 Services 
 

a) Remote monitoring services;  
b) Remote technical support; 
c) Risk mitigation reporting; and 
d) Risk mitigation remedy. 

 
1.2.2 Requirements  
 
1.2.2.1 Remote Monitoring Service  

a) Proactive monitoring and event notification of potential issues, minimizing  
b) business interruptions and decreasing mean time to repair (MTTR) when a  
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c) failure occurs.  Outbound communication (only) that will be received by Vendor 
within 30 minutes depending on the type of event.    

• 24x7 Expert Monitoring  
• Remote Support 
• Alarm Notification  
• Trending Analysis 
• Web Portal  

 
1.2.2.2 Remote Technical Support  

a) Remote troubleshooting in the event a failure has occurred, diagnosis, and 
dispatch of parts or onsite technical support as required and per the maintenance 
plan.  

b) Physical infrastructure threats can often be anticipated, identified and resolved 
quickly. Troubleshooting is triggered by a pre-defined Remote Monitoring 
Service alarm notification, which Vendor will respond according to the severity 
of the problem.    

• Vendor will receive immediate notification of physical infrastructure 
alarms.  

• Vendor will notify and work with the customer to diagnose the 
problem remotely· 

• Vendor will dispatch technical resource to repair or replace UPS  
 

1.2.2.3 Risk Mitigation Reporting  
Access to enhanced end user reports including: Device age, battery events, battery 
runtime events, and devices that are in or nearing overload condition. Allows the state to 
mitigate potential issues and plan for equipment lifecycle refreshes/upgrades or 
redeployments.  

 
1.2.2.4 Risk Mitigation Remedy 

a)   To allow for improved risk mitigation and lifecycle management, Vendor will 
deliver a quarterly report to include alarm history, contract status, and equipment age  

b) All UPS systems greater than 4 years of age at beginning of contract term will have 
had full battery replacement within 180 days of contract start date.  

c) All UPS systems will have an installed Network Management Card (NMC) and 
associated IP addresses to allow for communication with the Vendor  

d) All known equipment deficiencies and/or deferred maintenance items have been 
communicated by the customer to Vendor  

e)   Customer is responsible for providing and paying for electrician services when 
replacing a hardwired unit  

f)   Next business day shipment once a repair/replacement solution has been identified  
g) Response time is defined as elapsed time between when Vendor remote technical 

support determines parts, batteries, or a replacement unit is necessary and the time 
the replacement equipment arrives at the state location.  

h) Troubleshooting is required in the event Vendor determines there may be a site or 
environmental cause for equipment failure  

 
1.2.2.5 Customer Responsibilities  
a) Configure the Remote Monitoring Service on each UPS unit selected for Fleet 

Management  
b) Select the devices to be monitored  
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c) Disclose any known site or equipment deficiencies and/or deferred 
maintenance items 

d) Provide unique IP addresses per unit  
e) Provide contact information and location data per unit  
f) Notify Vendor of security clearance requirements for site access 
g) Notify Vendor of any site or customer specific mandatory safety training or 

protective equipment requirements 
h) Provide an on-site point of contact during time of service 
i) Provide a point of contact for receipt of units and components 
j) Provide the product model and serial numbers and registration information 

• Set and maintain the contacts for event notifications  
• Confirmation of ship to addresses 

 
1.2.2.6 General Requirements 
a) The State prefers to contract with one vendor for all the required services, however, 

subcontractors may be used. 
b) Technician mat be required to travel to remote State offices to provide services. 
c) Replacement units must be APC brand. 

 
1.3 RFI OBJECTIVES 

 
1. Evaluate vendor supplied information to conduct a comparative analysis of the 

possible solutions. 
2. Utilize information collected to facilitate the construction of an Request for Bid 

(“RFB”).  
3. Collect information and evaluate pricing models.  
4. Identify new technology and best practices and business initiatives to be 

considered. 
 
 
1.4 LIABILITY 

 
This RFI has been issued to obtain information only and is not intended to result in a contract 
or vendor agreement with any respondent.  The State is seeking vendor community insight 
and information prior to finalizing business, functional, operational, and technical 
requirements for a Request for Proposal (RFP).  There is no definitive plan to purchase any 
business services, equipment and/or software at this time as a result of responses to this RFI. 
 
This solicitation for information does not commit the State to publish a RFP or award a 
contract.  The State shall not be held liable for any costs incurred by the Vendor in the 
preparation of its response.  The issuance of a RFP as a result of information gathered from 
these responses is solely at the discretion of the State.  Should an RFP be issued, it will be 
open to qualified vendors, whether or not those vendors chose to submit a response to this 
RFI.  The RFI is not a pre-qualification process.  
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2. RESPONSE INSTRUCTIONS 
 

2.1. RESPONSE SUBMISSION AND DUE DATE 
 

Vendors are requested to submit their response by March 16, 2016.  Please provide an 
original and 1 electronic copy of your response to:  

 
David Perry 
IT Manager  

Department of Information Technology  
27 Hazen Drive 

Concord, NH  03301 
 

2.2. SCHEDULE OF EVENTS  
 

DATE EVENT 
February 16, 2016 RFI Issued 
March 16, 2016 Vendor responses due 
Week of  April 4 2016 Conduct Presentations if required 

 
• The RFI will is posted at http://admin.state.nh.us/purchasing/bids.asp 
• The DoIT Management Team leading this effort will review the responses. 
• Vendors may or may not be contacted to provide an oral presentation of their 

solution. 
 

2.3. RFI INQUIRIES 
 

For inquiries regarding this RFI, please contact:  
 

David Perry 
IT Manager 

Department of Information Technology 
27 Hazen Drive 

Concord, NH  03301 
Email: david.perry@doit.nh.gov 

Phone: 603-2235734 
 

2.4. VENDOR CONTACT 
 

Please provide a main contact name, address, e-mail address, and telephone number in 
each response. 
 

2.5. REQUESTED INFORMATION 
 

The State is seeking a better understanding in the areas listed below.  Please respond 
concisely and completely.  Base responses on current, not planned capabilities. 

 
2.5.1 Briefly describe the vendor’s organization, client base, financial stability and 

history.  Please keep generalized marketing material to a minimum.  

http://admin.state.nh.us/purchasing/bids.asp
mailto:david.perry@doit.nh.gov
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2.5.2 Please describe how your proposed solution would effectively provide the 
services requested. 

2.5.3 List the UPS models covered under your services. 

2.5.4 Every project has certain inherent risks.  Describe the significant risk factors 
associated with your solution and how you would mitigate them. 

2.5.5 Describe any experience/expertise specific to remote UPS monitoring and 
management services.  

2.5.6 Please describe how you will address the requirement to provide these services in 
locals from the North Country to Keene, NH to the Seacoast. 

2.5.7 Please provide a description of the ongoing cost for maintaining your solution 
post deployment.   Give specific information as to the numbers and types of 
resources required to maintain the system.  

2.5.8 Please provide suggestions and considerations for the State to evaluate as we 
develop the cost model and associated evaluation criteria.  Describe your 
pricing/reimbursement methodology.  Include costs for implementation, 
monitoring, hardware, and maintenance and support.  Include a copy of your 
“boiler plate” customer contractual agreement.  

2.5.9 Provide estimated costs, implementation time frames, and resources necessary 
for the solution that you propose to be most advantageous. 

2.5.10 Please feel free to include any additional comments or suggested alternatives, as 
deemed appropriate based on your industry knowledge and expertise, that you 
feel would be beneficial to the State of New Hampshire.  

 
3. VENDOR PRESENTATION 
 

Based on interest that is generated following the review of responses to this RFI, some 
vendors may be invited to present an overview of their company and services to 
representatives of the State.  There is no guarantee that a vendor may be asked to provide 
a presentation.  All presentation costs incurred by the vendor shall be born by the vendor. 

 
4. CLOSING 
 

The New Hampshire Department of Information Technology thanks you for your efforts 
in preparing a response.  Although this Request for Information does not require the State 
to issue a Request for Proposal or to award a contract, it is anticipated that the 
information gathered in this project will be highly beneficial and will inform the State’s 
decision-making process. 
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