Attachment B		City of Gaithersburg
System Characteristics Form

Please complete this form in its entirety and include it with your Proposal.  Where appropriate, include screenshots in responses to narrative questions.

	Name of Offeror:
	Click here to enter text


    Solicitation No. :                          RFP2026-007	
 

	SYSTEM CHARACTERISTICS – BASE SCOPE
	OFFEROR RESPONSE

	ID
	TYPE
	DESCRIPTION
	SUPPORT
	ADDITIONAL INFORMATION (Optional)

	
	
	
	Select	

	General
	Required
	Tracks service level objectives for service requests, incidents, and problems
	Select	Click here to enter text
	General
	Required
	Escalates service requests, incidents, and problems based on service level objectives
	Select	Click here to enter text
	General
	Required
	One or more service requests, incidents, and problems can be related to one another
	Select	Click here to enter text
	General
	Required
	One or more assets can be related to service requests, incidents, and problems 
	Select	Click here to enter text
	General
	Required
	One or more staff members can be related to service requests, incidents, and problems 
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Supports barcode scanning of asset tags from cell phones
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks hardware asset financial information 
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks hardware asset maintenance and warranty information
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks software maintenance and service expirations
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks software maintenance and service financial information 
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Supports technicians updating assets from cell phones
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks which users are assigned software licenses
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks anticipated lifespan of hardware assets
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks related assets
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Tracks full lifecycle of assets from procurement to decommissioning
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Network-based asset discovery scans are schedulable
	Select	Click here to enter text
	Asset/Configuration Management
	Required
	Has network-based asset discovery
	Select	Click here to enter text
	Asset/Configuration Management





	Required
	Can inventory hardware and software on Windows-based computers
	Select	Click here to enter text
	Asset/Configuration Management




	Required
	Can inventory hardware and software on Linux-based computers
	Select	Click here to enter text
	Asset/Configuration Management
	Optional
	Supports RFID scanning of assets
	Select	Click here to enter text
	Asset/Configuration Management
	Optional
	Tracks asset depreciation
	Select	Click here to enter text
	Asset/Configuration Management
	Optional
	Detects and/or prevents duplicate assets
	Select	Click here to enter text
	Service Request Management
	Required
	Supports technicians updating tickets from cell phones
	Select	Click here to enter text
	Service Request Management
	Required
	Can create a ticket from incoming emails
	Select	Click here to enter text
	Service Request Management
	Required
	Has web-based self-service portal for end users to open, view, update, and close tickets
	Select	Click here to enter text
	Service Request Management
	Required
	Can send ticket open, update, and close emails to users
	Select	Click here to enter text
	Service Request Management
	Optional
	Prevents sensitive information like credit card or social security numbers from being included in tickets
	Select	Click here to enter text
	Incident Management
	Required
	Customizable incident templates
	Select	Click here to enter text
	Problem Management
	Required
	Customizable problem templates
	Select	Click here to enter text
	Change Management
	Optional
	Supports workflow approvals
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Reports on anticipated lifespan of hardware assets
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Identifies hardware asset with expired maintenance and/or warranties
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Identifies software with expired maintenance and/or service
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Generates reports and hierarchical graphs of related assets
	Select	Click here to enter text
	Dashboards/Reporting
	Optional
	Identifies assets that haven’t been inventoried recently
	Select	Click here to enter text
	Dashboards/Reporting
	Optional
	Tenable vulnerability trends can be viewed within the System

	Select	Click here to enter text
	Dashboards/Reporting
	Optional
	Nagios monitoring trends can be viewed within the System

	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Customizable reports related to all system functional areas
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Can easily identify asset data gaps
	Select	Click here to enter text
	Dashboards/Reporting
	Required
	Can email reports on a schedule
	Select	Click here to enter text
	Integration
	Required
	Tickets opened from the Tenable vulnerability scanner are categorized by severity
	Select	Click here to enter text
	Integration
	Required
	Integrates with Tenable vulnerability scanner to open tickets
	Select	Click here to enter text
	Integration
	Required
	Integrates with Nagios monitoring tool to open tickets
	Select	Click here to enter text
	Integration
	Required
	Tickets originating from external systems are not duplicated
	Select	Click here to enter text
	Integration
	Required
	Tickets originating from external systems are classified by severity
	Select	Click here to enter text
	Integration
	Required
	Tickets opened from the Nagios monitoring tool scanner are categorized by severity
	Select	Click here to enter text
	Integration
	Optional
	Has APIs for integration with other systems
	Select	Click here to enter text
	Integration
	Optional
	Integration with Microsoft Teams
	Select	Click here to enter text
	Integration
	Optional
	Integrates with Cisco Secure Client antivirus to open tickets
	Select	Click here to enter text
	Integration
	Optional
	Integration with Power BI
	Select	Click here to enter text
	Integration
	Optional
	Integrates with Cisco Secure Client anti-virus
	Select	Click here to enter text
	Integration
	Optional
	Tickets originating from external systems are associated with impacted assets
	Select	Click here to enter text
	Technical
	Required
	Robust logging of data changes
	Select	Click here to enter text
	Technical
	Required
	Supports single sign on
	Select	Click here to enter text
	Technical
	Required
	All web-based components are accessible / ADA compliant
	Select	Click here to enter text
	Technical
	Required
	All web-based components are mobile-responsive
	Select	Click here to enter text
	Technical
	Optional
	Supports SMS notifications
	Select	Click here to enter text
	Technical
	Optional
	Is SOC-2 compliant
	Select	Click here to enter text
	Technical
	Optional
	Has a separate training and/or testing environment
	Select	Click here to enter text



	SYSTEM CHARACTERISTICS – NARRATIVE QUESTIONS

	Service Request Management
	Describe service request management capabilities.  

	Click here to enter text
	Incident Management
	Describe incident management capabilities.

	Click here to enter text
	Problem Management
	Describe problem management capabilities.

	Click here to enter text
	Change Management
	Describe change management capabilities.

	Click here to enter text
	Asset/Configuration Management
	Describe asset/configuration management capabilities for hardware.

	Click here to enter text
	Asset/Configuration Management
	Describe asset/configuration management capabilities for software and services.

	Click here to enter text
	Asset/Configuration Management
	Describe how asset discovery works including how software and hardware is inventoried for computers with Windows operating systems.

	Click here to enter text
	Integrations
	Describe integrations capabilities with the Nagios monitoring system, Tenable vulnerability scanning system, and the Cisco Secure Client anti-virus system.

	Click here to enter text
	Integrations
	Describe any Microsoft 365 integrations, including any integrations with Microsoft Teams, PowerBI, and Power Automate.

	Click here to enter text
	Technical
	Describe single sign on capabilities.

	Click here to enter text
	Technical
	Describe security, including user roles/rights and logging.

	Click here to enter text


	SYSTEM CHARACTERISTICS – SAMPLE VIDEOS

	Service Request Management
	Provide a brief video demonstrating service requests.  Including staff opening, updating, and closing tickets through the portal; technicians opening, updating, and closing tickets on a computer and on a cell phone, associating assets and staff to tickets, associating tickets to other tickets, categorizing tickets, and escalating overdue tickets.

	Click here to enter video URL
	Incident Management
	Provide a brief video demonstrating incident management.

	Click here to enter video URL
	Problem Management
	Provide a brief video demonstrating problem management.

	Click here to enter video URL
	Change Management
	Provide a brief video demonstrating change management.

	Click here to enter video URL
	Asset Management
	Provide a brief video demonstrating asset management.

	Click here to enter video URL
	Dashboards/Reporting
	Provide a brief video demonstrating reporting and dashboards.

	Click here to enter video URL
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