CITY COUNCIL
COMMUNICATION:

98-314

AGENDA:
JULY 27, 1998

SUBJECT:

ACCEPT BID FOR HELP
DESK SOFTWARE: BID
#G98-283

TYPE:
RESOLUTION
ORDINANCE
RECEIVE/FILE

SUBMITTED BY:
MICHAEL ARMSTRONG
INFORMATION

TECHNOLOGYDIRECTOR

ITEM

OFFICE OF THE CITY MANAGER
CITY OF DES MOINES, IOWA

SYNOPSIS —

The software to be acquired will become the center of the
Information Technology (IT) Department’ s hardware
and software support operation. Its implementation will
allow the existing Help Desk to increase “ first-call”
problem resolution, will permit development of historical
data related to specific hardware and software, will allow
automation of some support tasks, and will allow IT to
identify computer training needs with greater specificity.

FISCAL IMPACT -

$43,780 from Index Code 028019, Subobject 4427

RECOMMENDATION —

Acceptance of bid from Bendata Inc. (Vance Brown,
President; 1125 Kelly Johnson Boulevard, Colorado
Springs, Colorado 80920) based on evaluated score.

BACKGROUND -

The current IT Help Desk operation does not have access
to the tools required to provide effective service to
computer users who seek assistance and support from IT.
The proposed software provides functions that will allow
IT to substantially increase the value of the Help Desk to
supported computer users.

This procurement was an evaluated bid. Each response
was evaluated on 34 technical factors and two cost
factors. Each factor was assigned a weight value, with the
cost factors weighted to provide 50 percent of the
evaluated total. A copy of the evaluation form, showing
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