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EXHIBIT A.1



Contract for Citrix XenApp Technical Support Environment.  

Contractor shall provide technical support for the State, DAS/BEST Citrix XenApp Farm. Contractor shall be a Citrix Platinum partner, with at least four Citrix Certified engineers (CCE or CCIA) on staff.

 Technical Support shall be provided at the option of the Client Agency in one of the following three ways and in accordance with the price schedule as follows

1.   Contractor shall provide the State with up to ten incidents per year. Incidents are not limited by time to resolution and are followed through until the incident is resolved. If working on the resolution goes past the end of the work day (5pm) it will be up to the state contact to continue working on the issue, or post-pone working on the issue until the next work day.
· Support shall be provided Monday-Friday from 8 a.m. to 5 p.m. Eastern time (“normal support hours”), excluding holidays.
· Once a call for support is initiated, the contractor must respond within 1 hour.
· On-site physical presence will not be required by the contractor.
· The contractor may use remote shadowing solutions to be able to view the situation but may not take over any remote devices.
· The State has the option of incrementally adding five incidents if the original ten are used prior to the expiration of this agreement.
· Contractor shall be able to escalate incidents to Citrix Technical Support if the vendors technical support team is unable to resolve the issue, or at the States request at no additional cost to the State.
2.   Contractor shall provide the State with up to five “after hours” incidents which would be outside of the normal support hours as defined above, with the option to add additional “after-hours” incidents in increments of five upon the conclusion of the original five prior to the expiration of this support agreement.
· Once a call for support is initiated, the contractor must respond within 1 hour.
· On-site physical presence will not be required by the contractor.
The contractor may use remote shadowing solutions to be able to view the situation but may not take over any remote devices

3. Unlimited (24x7) support for an unlimited number of incidents for one year.
     Support shall be provided twenty-four hours a day, seven days a week.  
· Once a call for support is initiated, the contractor must respond within 1 hour.
· On-site physical presence will not be required by the contractor.
[bookmark: _GoBack]The contractor may use remote shadowing solutions to be able to view the situation but may not take over any remote devices
 DAS/BEST will provide up to (3) three contacts named upon award who are authorized to call in for Technical Support. DAS/BEST reserves the right to change contacts during the term of the contract.

Background Information
Current Environment:

Currently the State is running approximately sixty-five terminal servers and seven virtual (for staging) with Citrix 4.5 patched to 5.0 (Windows 2003) and 2 Citrix Web interface servers in that farm. The State has started our migration to 6.5 with Windows 2008 R2. The State has acquired the Licensing server and two Web Interface servers built for this environment but no production use terminal servers. 

The State has two thousand four hundred concurrent XenApp seats, down from our previously three thousand four hundred seats. This covers approximately seven different agencies with DSS, DDS and MHA being the largest groupings (from largest to smallest).

BEST has one Enterprise administrator currently, and the DSS has one administrator who over sees their silo of thirty servers.



Definitions:

Incident (ITILv3):    1) An unplanned interruption to an IT Service or a reduction in the Quality of an IT Service. 2) Failure of a Configuration Item that has not yet impacted Service is also an Incident. For example, Failure of one disk from a mirror set

Farm: Servers licensed by Citrix
Silo: All members in the sever component that are built alike for the Citrix XenApp.

