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Gaithersburg

ADDENDUM #1

REQUEST FOR PROPOSAL (RFP)

NO. 2026-007
Effective: September 3 2025
Solicitation Title: IT Service Management Configuration Management System
Issued By: City of Gaithersburg

Procurement Division
31 S Summit Avenue
Gaithersburg, Maryland 20877

The purpose of this Addendum is to publish the questions received regarding this solicitation and
the associated responses. This Addendum is incorporated into and made part of the above-named
Request for Proposals. The City is not responsible for the content of the questions and has provided
the most comprehensive answers based on the interpretation of the questions.

Below are the questions received and the City’s response:

Q.1. Are there any areas of flexibility in the RFP—such as reference requirements or specific
experience criteria—that would allow emerging firms with relevant transferable experience
to participate competitively?

A. The minimum qualifications in section 2.4 stand.

Q.2. Is subcontracting or teaming with established vendors (such as ServiceNow (ITSM)
implementers) encouraged under this RFP? Are there are subcontracting limitations?

A. Subcontractors are allowed. Offerors must follow all requirements
surrounding subcontractors as outlined in the solicitation document. Please
also refer to section 7.10 of the solicitation to ensure your firm is in
compliance.

Q.3. Is there flexibility on resume submission requirements during the proposal phase,
particularly for small businesses that utilize a just-in-time staffing model and can rapidly
source qualified personnel upon award?

A. Offerors that do not know which personnel will be assigned roles at time of
submission may provide resumes of qualified personnel that might be assigned
at time of contract award.
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Q.4. Does Gaithersburg want endpoints/assets with [P addresses to collect data, report back daily,
and provide dashboards/reporting on them?

A. Asset discovery via network scanning is required. Offerors should propose
what they believe to be the best methodology to address this requirement.

Q.5. When you say the “ Offeror have a minimum of 100 customers actively utilizing the System
and have been providing software and services for at least three (3) years” do you mean:

1. 100 customers currently using our company’s ITSM/CMDB service, or

2. That the ITSM platform itself has at least 100 active customer organizations in
general?

A. The ITSM/CMDB platform must have at least 100 customers and have
been created and used for at least three years.

Q.6. Since the main implementation and setup of the ITSM/CMDB system will occur in the first
year, can you confirm what services or deliverables you expect from the vendor in the
remaining four years of the contract (e.g., ongoing support, maintenance, upgrades, user
training, system enhancements, etc.)?

A. Years 2-5 should include technical support and any SaaS services and/or
software maintenance.

Q.7. The RFP says we must be “registered and in good standing to provide services in the State of
Maryland.” Does this mean we need to be registered as a business with the State of Maryland,
in a Maryland vendor portal, or both?

A. Yes, your firm must be registered with the state of Maryland prior to contract
execution. You may register through the Maryland Business Express portal at
the below link:

https://egov.maryland.gov/businessexpress

Q.8. The due date lists the time as 5:00 PM but doesn’t specify the time zone. Could you please
confirm which time zone applies?

A. Refer to section 3.1 as time is established in the Eastern Time Zone.
Q.9. Do you need key personnel from US citizens only?
A. No.
Q.10. Could you please clarify the designated place of performance for this contract?
A. Offerors may propose to perform the work on-site or remotely.
Q.11. Will the work be performed primarily onsite, remotely, or through a hybrid approach?

A. Offerors may propose to perform the work on-site or remotely.
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Q.12.

Q.13.

Q.14.

Q.15.

Q.16.

Q.17.

Q.18.

Q.19.

Does the City have a preferred ITSM/CMDB platform (e.g., ServiceNow, Ivanti,
ManageEngine, BMC Helix), or are you open to vendor recommendations?

A. The City does not have a preference.

Given your Microsoft 365/Entra ID ecosystem, is preference given to platforms with native
Microsoft integrations?

A. The scoring committee will take all elements of proposals into account when
scoring. There is no specific point value associated with native Microsoft
integrations.

Are there any requirements for data migration from BMC TracKIT (tickets, assets, knowledge
base), and to what level of detail must this history be preserved? Additionally, is there an
expectation to maintain TrackIT in read-only/archive mode, or should all legacy data be
migrated into the new system?

A. Section 2.3.], has an optional scope for data conversion of hardware assets
from the Existing System into the System. No other data conversation is in
scope. The City will decommission the existing TrackIT system itself.

Are there any additional monitoring, SIEM, or asset systems beyond those listed that should
be integrated?

A. There are no other systems that require integration beyond those listed in
the solicitation document.

Which ITIL processes are highest priority to formalize first (e.g., incident vs. change vs. asset
management)?

A. All CMDB and ITSM requirements must be met by 7/1/26. Offerors should
implement the various aspects of the System in the most effective and
efficient order to achieve all requirements of the solicitation.

Does the City have an internal Change Advisory Board (CAB), or should we propose a
governance structure as part of the solution?

A. There is no established CAB outside of the Department.
Should the solution be SOC 2, FedRAMP, or ISO 27001 certified?

A. There are no requirements, but the City would prefer the solution to be SOC-
2 compliant.

Will the City mandate MFA via Entra ID for all users, including external contractors?

A. All City staff that will utilize the system have Entra ID. The City utilizes MFA
with Entra ID conditionally where it deems necessary. If the winning
Offeror requires access to the system, the City will coordinate access during
the implementation.
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Q.20.

Q.21.

Q.22.

Q.23.

Q.24.

Q.25.

Do you anticipate ongoing managed services/support from the vendor post-
implementation, or will City staff take over daily operations after go-live?

A. City staff will be responsible for daily operations after go-live.
The RFP indicates that the City of Gaithersburg’s Existing System is licensed for 13
technician licenses (a mix of named and concurrent), but on the call we thought we heard
that you would like pricing for 15 full-time + 1 part-time person. Can you please clarify the
total number of named and concurrent licenses needed?

A. At full staffing the Department has 17 staff members. All 17 members will
need access to the system. Typically, the five ITCSS staff members will be
always logged in. The Existing System has 13 named and 5 concurrent
licenses.

Would you be willing to share all of the functionality for which Splashtop is used?

A. SplashTop is utilized by the Department to remote-control City computers
to provide support, by select teleworkers to remote into their work
computer from a home computer, and by the Department to remote control
on-premise servers.

Please elaborate on the integration functionality use cases for the following software:
a) Cisco Secure
A. There is no required integration with the Cisco Secure Client.
b) Tenable
A. Refer to section 2.3,, F.
c) ArcGIS

A. There are no required integrations with ArcGIS.

You referenced PII such as credit card information or SS numbers being referenced. Will
there be request offerings developed which might contain this type of data?

A. Itis possible that staff members might load sensitive information into the
system (for instance, an Excel attachment to a service request ticket).
There is no requirement for the system to prevent this.

Cross-Department Usage; Beyond IT, does the City anticipate extending the ITSM platform
to other departments (e.g., HR, Facilities, Public Works) for enterprise service

management? If so, which processes are the highest priority for expansion?

A. This is out of scope of the project.
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Q.26. Scope of Work; In Section 2.3, the RFP outlines the need for service requests, incident,
problem, change, and asset/configuration management. Can the City confirm which modules
are expected to be prioritized for the July 2026 go-live, and whether a phased
implementation is acceptable?

A. Phased implementation is acceptable, provided all CMDB and ITSM
requirements are met by 7/1/26. Offerors should implement the various
aspects of the System in the most effective and efficient order to achieve all
requirements of the solicitation.

Q.27. Functional Requirements; The RFP lists extensive functional and technical requirements
but does not specify an implementation sequence. Functional Requirements - Generative
Al, advanced features are referenced. Will the City permit or encourage the use of
Generative Al (e.g., for knowledge base article generation, user support, or predictive
analytics)? Are there compliance, security, or governance restrictions around GenAl use
we should be aware of?

A. All CMDB and ITSM requirements must be met by 7/1/26. Offerors should
implement the various aspects of the System in the most effective and
efficient order to achieve all requirements of the solicitation. Generative
Al is not required, but Offerors may describe any capabilities that the
System has in this area.

Q.28. End-User Experience; Beyond IT staff, does the City envision the ITSM platform being used
directly by non-technical employees or external partners (e.g., contractors)? If so, what
level of self-service experience or mobile accessibility is expected?

A. The System is required to include the functionality of the Existing System.
The Existing System has a web-based portal utilized by City staff to submit,
update, and close tickets. No external contractors will utilize the system.
The system must be mobile-responsible and accessible per Attachment B.

Q.29. Knowledge Management; If knowledge management is adopted, does the City prefer a
curated knowledge base created by IT staff, or an Al-assisted model where articles are
automatically generated and refined from resolved tickets?

A. No preference. Offerors may propose both options with a baseline cost and
an optional upcharge (assuming the options are not the same cost).
Optional costs should be clearly differentiated from the base costs in the
price proposal.

Q.30. Cybersecurity & Risk; Since Tenable integration is required, will the City expect the ITSM
platform to provide automated remediation workflows for vulnerabilities, or should it
remain limited to ticket creation and tracking?

A. The minimum requirement is to open tickets. Offerors may propose
additional functionality as an optional cost. Optional costs should be clearly
differentiated from the base costs in the price proposal.
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Q.31.

Q.32.

Q.33.

Q.34.

Q.35.

Q.36.

Data Governance; Can the City clarify its expectations around data residency and
sovereignty? Must all ITSM data remain within Maryland or U.S.-based data centers, or are
global cloud providers acceptable if compliant with federal /state law?

A. There are no requirements surrounding where the System’s data is hosted.

Integration; The RFP highlights integration with Nagios and Tenable for ticket generation.
Can the City clarify whether real-time bidirectional integration is required, and whether
dashboards should display vulnerability/monitoring data within the ITSM system or link
out to external tools?

A. The minimum requirement is to open tickets. Offerors may propose
additional functionality as an optional cost. Optional costs should be clearly
differentiated from the base costs in the price proposal.

Asset/Configuration Management requests asset lifecycle tracking. Can the City clarify how
they currently handle procurement and decommissioning workflows, and whether the new
ITSM system is expected to integrate with financial or ERP systems for asset cost tracking
and depreciation?

A. Procurement workflows are not handled in the Existing System. Per 2.2.H.x,
tickets are created in the Existing System when assets are received,
deployed, or retired. Integrations with financial/ERP systems are not
required or desired. Asset depreciation is not required or desired.

Change Management; How does the City currently track change approval workflows, and
would you like the new system to enforce multi-level approvals or provide automated risk
scoring for proposed changes?

A. Refer to section 2.2.], iii. The City is open to adopting ITIL or Offeror best
practices.

Governance & Reporting; The RFP references governance and reporting expectations but
does not define how project success will be measured. Can the City clarify which KPIs (e.g.,
resolution time reduction, SLA compliance, user satisfaction) are most important to them
for evaluating ITSM success?

A. There is no top priority KPIs or ranked list of KPIs that the City is targeting
to improve with this project. Improved service levels, efficiency, and
customer satisfaction are all desirable.

Reporting & Analytics; Does the City expect the system to provide only operational reports
(e.g., SLA compliance, ticket aging) or also advanced analytics such as trend forecasting,
root cause analysis, and predictive capacity planning?

A. There is no requirement to provide advanced analytics. Offerors may
propose optional functionality above the requirements as they see fit.
Optional costs should be clearly differentiated from the base costs in the
price proposal.
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Q.37.

Q.38.

Q.39.

Q.40.

Q.41.

Q.42.

Q.43.

Training & Change Management describes training expectations. Can the City clarify
whether training will be limited to IT staff, or if end-user training and adoption support is
expected as well?

A. Training will be limited to Department staff. Department staff will provide
any training, if needed, for non-Department end users.

Service Levels, Attachment C, requires definition of uptime, support tiers, and resolution
times. Does the City expect vendors to propose standard SLA metrics, or will the City
provide minimum thresholds that all proposals must meet?

A. Offerors are expected to propose the metrics.

Service Levels, Attachment C, penalty/service credit calculations are referenced. Can the
City clarify whether they intend to negotiate financial penalties as part of contract
performance, or if service credits alone are acceptable remedies?

A. Offerors are expected to propose commitments in Attachment C.

System Characteristics, Attachment B, specifies extensive system requirements (asset
management, dashboards, integrations). Could the City confirm whether optional features
listed (e.g., RFID, Power BI integration, SOC-2 compliance) will be considered evaluation
differentiators in scoring?

A. The Scoring Committee will take the entire proposal into account when
scoring, including information about optional features of Systems proposed.

System Characteristics - Accessibility, Attachment B, notes ADA compliance. Can the City
confirm whether accessibility testing or independent certification will be required, and
whether accessibility standards (e.g., Section 508 or WCAG 2.1) must be met?

A. Proof of compliance is not a requirement of this solicitation. The ADA
requirement is met via WCAG.

System Characteristics - Cloud vs On-Prem B; The solicitation references both technical
and security requirements. Can the City clarify whether they prefer a cloud-based SaaS
ITSM solution, an on-premises deployment, or if both models will be considered?

A. Both models will be considered. If the System being proposed supports both
models, and the Offeror wishes to, both models may be proposed.

System Characteristics - Data Retention; Does the City have existing policies for data
retention, archival, and destruction for ITSM records, and should the proposed system
include configurable retention rules to align with Maryland state/local records
management requirements?

A. The City currently does not have a destruction requirement for ITSM
records. The City does, however, have minimum retention requirements.
There is no requirement to include retention rules in this solicitation.
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Q.44.

Q.45.

Q.46.

Q.47.

Q.48.

Q.49.

Q.50.

Contract Period; The RFP specifies a five-year contract with renewals. Can the City clarify if
renewal decisions will be based on performance metrics (e.g., SLA compliance, customer
satisfaction) or budget availability alone?

A. Renewal at the end of the five-year contract will be based on factors decided
at that time.

Vendor Partnership; Does the City envision a collaborative governance structure with the
selected vendor, including quarterly business reviews and joint roadmap planning, to ensure
continuous improvement?

A. Offerors should detail in their proposal any common or best practices
recommended to ensure that the City obtains and maintains maximum value
from the System.

What are the implementation timelines of the project? (Tentative start and end dates)

A. Contract signature is anticipated in December 2025. Per the solicitation,
implementation must be completed by July 1, 2026.

What is the estimated or allocated budget for this RFP?

A. The City’s budget and estimated project costs will not be released. This is not
a lowest-bid procurement. Awards are granted to the most responsible
Offeror with the best value.

[s there a standard support already included with the manufacturer’s license? If so, is that
sufficient for the City needs, or do you require dedicated manpower support for faster
resolution? This will impact how we calculate annual support costs.

A. If the System has manufacturer support/maintenance, that is sufficient.
Offerors may propose additional support if they deem fit. Optional costs
should be clearly differentiated from the base costs in the price proposal.

Can you please confirm whether submission of the demonstration videos outlined in
Attachment B (System Characteristics Form - Service Request, Incident, Problem, Change,
Asset Management, and Dashboards/Reporting) is mandatory with the proposal response,
or if these demonstrations will be requested only from shortlisted vendors during the
evaluation phase?

A. All elements of Attachment B, including the videos, are required from all
Offerors.

What services are desired from the offeror after the initial implementation, due 1 Jul 2026,
through the remainder of the 5-year contract term?

A. Years 2-5 should include technical support and any SaaS services and/or
software maintenance.

Addendum No. 1 | RFP2026-007
IT Service Management Configuration Management System Page 8



Q.51.

Q.52.

Q.53.

Q.54.

Q.55.

Q.56.

Q.57.

Q.58.

Is the evaluation criteria Lowest Price or Best Value?
A. This is a best value solicitation per 5.1 and 5.4.B.

What are the key milestones and deliverables you expect during the implementation
process? Are there any specific compliance or security requirements related to user access
and data handling?

A. Offerors should detail their work plan per section 4.1.B.ii. Systems proposed
should comply with all applicable laws, regulations, and industry best
practices.

Are services desired for setting up automatic testing of the new platform (AKA automatic
testing framework)?

A. Offerors should propose what they feel is appropriate for the System being
proposed.

Are there any notable pain points with the existing system -- if so, please describe.

A. Nothing significant enough to note. The existing system is utilized in a
rudimentary way. The Department wishes to improve its processes by
adopting ITIL best practices, where appropriate, and believes doing so on a
more robust, modern ITSM/CMDB platform is appropriate.

For training delivery, do you prefer onsite classroom-based sessions or virtual training
conducted via web-based platforms?

A. The City does not have a preference. Offerors should propose what they believe
it most appropriate for the System.

Section 2.4.A of the RFP states that Offerors must have a minimum of 100 customers actively
utilizing the System. Can we reference customers who use our software platform even if our
organization was not directly involved in the implementation for those clients?
A. Yes. If Offerors opt to provide references for customers they did not
implement (for instance, a municipal government), they must also include

references that they did implement.

Can you confirm whether the City expects full or partial migration of historical service
requests from BMC TracKIT, or only hardware asset records as noted in the optional scope?

A. Service requests from TrackIT will not be imported into the System.
[s your Tenable on premise as well?

A. The City’s Tenable environment consists of on-site agents and Cloud-based
services.
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Q.59.

Q.60.

Q.61.

Q.62.

Q.63.

Q.64.

Q.65.

Q.66.

[s there a recording of the pre-submission meeting?
A. No.
How are assets currently linked to Service and Incident tickets?

A. Per 2.2.,H,viii., assets are generally not linked to Service Requests. When they
are, TracklIt allows a single asset to be linked per ticket. Per 2.2.K., the
Existing System does not cover Incident Management.

How are Vulnerable Item remediations assigned? (Asset owner, AD Group, other)

A. Vulnerabilities identify by the City’s Tenable system are reviewed and
assigned to the appropriate staff member to address. These vulnerabilities
and remediations are not tracked in the Existing System unless they require
a change management ticket.

Will the City provide current state architecture depicting the existing environment?

A. The Existing System is on-premise has three tiers - SQL Server for the
database, a single virtual server for the middle tier/customer portal, and a
Win32 technical client for Department staff. Nagios is on-premise running on
avirtual Linux server, and Tenable consists of on-site agent with Cloud-based
services.

Can an Offeror's subcontractor's references be used for the 100 active customers?
A. Yes.

Can you clarify which areas of the City’s IT processes you see as most urgent to modernize
first—service request management, asset accuracy, or incident/problem/change
workflows?

A. All CMDB and ITSM requirements must be met by 7/1/26. Offerors should
implement the various aspects of the System in the most effective and
efficient order to achieve all requirements of the solicitation.

How important is mobile accessibility for your technicians to manage service requests and
assets while working in the field?

A. The system must have this capability per Attachment B.

Today, approvals for change requests are tracked in Exchange calendars. Would the City like
a new solution to centralize change scheduling, approvals, and visibility into one system?

A. Per 2.2,], Change Management tickets are tracked in the Existing System.
Staff also add a calendar appointment for calendar-level
visibility/deconfliction of change management ticket schedules. The
System is required to provide Change Management functionality per 2.3.C.
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Q.67.

Q.68.

Q.69.

Q.70.

Q.71.

Q.72.

Q.73.

Q.74.

What are your biggest concerns when it comes to protecting sensitive City data and
ensuring the right people have the right access at the right time? We want to make sure our
solution not only meets compliance requirements but also gives your team peace of mind
that information is secure and residents’ trust is protected.

A. Systems proposed should comply with all applicable laws, regulations, and
industry best practices.

Since different divisions (BSTS, ITCSS, GIS, NetOps) use service requests differently, would
you like each division to have its own customized dashboards and workflows?

A. We do not anticipate that Divisions would require different workflows.
Dashboards for each division might be valuable.

Beyond replacing TrackIT, what does success look like for the City in adopting a modern
ITSM/CMDB/ITAM solution two years from now?

A. Improved service levels, efficiency, and customer satisfaction are all
desirable.

Any other reporting aspects you would like us to create for your department? Do you all
have automated reporting, annual reporting, or quarterly reporting that is necessary?

A. There are no mandatory reports from the existing System that must be
recreated beyond what is listed in the solicitation document.

Which ITIL processes are considered mandatory for initial deployment, and which are
optional or phased?

A. The entire project, including all required functionality/processes identified
in the solicitation document, must be completed by July 1, 2026.

For Cisco Secure Client, is the expectation proactive threat-based ticket creation, or simply
logging incidents once detected?

A. There is no requirement for integration with the Cisco Secure Client.

Are vendors expected to tag/re-inventory all physical assets, or rely on current tags
(Exhibit B)?

A. Re-tagging assets is not required or desirable. The System must work with
the City’s current tags.

Will penalties/service credits be negotiated during contract finalization or are they firm
expectations?

A. Offerors are expected to propose all elements of Attachment C. If the City
has an objection, that would be negotiated with the Offeror.
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Q.75.

Q.76.

Q.77.

Q.78.

Q.79.

Q.80.

Q.81.

Q.82.

Did you receive support from another vendor to put this RFP together?
A. No.
Are there specific SLA targets or service objectives you have in mind?

A. Offerors are expected to propose all elements of Attachment C. If the City
has an objection, that would be negotiated with the Offeror.

Do you need role-based access, audit logs, or data retention policies aligned with internal
governance?

A. Per the Systems Characteristics document, robust logging of data changes
isrequired. Role-based access and data retention policies are not a
requirement of solicitation.

Do you require governance documentation, process playbooks, or standardized
workflows?

A. Governance documentation and/or process playbooks are not
requirements of the solicitation. Workflows should be implemented as
appropriate.

The RFP states implementation by July 1, 2026, are you open to phasing, e.g., early delivery
for high-priority modules?

A. Phased implementation is acceptable, provided the System is fully
implemented and all requirements are met by the July 1, 2026 deadline.

Do you have go-live priorities by functional area (e.g., service request first, then assets)?
A. No.

Will you need ongoing support post go-live for health checks, value assessments or
optimizations for workflows?

A. Offerors should detail in their proposal any common or best practices
recommended to ensure that the City obtains and maintains maximum
value from the System.

Is conversion of existing data from your legacy system a requirement? If so, can you
provide a total number of records to be migrated by type (tickets and hardware assets)?

A. Option 2.3, J, has an optional scope for data conversion of hardware
assets from the Existing System into the System. No other data
conversation is in scope. Approximate asset counts to optionally
import are in Exhibit A.
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Q.83.

Q.84.

Q.85.

Q.86.

Q.87.

Q.88.

Q.89.

Q.90.

[s there an existing knowledge base to be utilized or would it need to be consolidated within
the new ITSM system?

A. Per 2.2.K, there is no existing knowledgebase. Per section 2.3.].ii.,, Knowledge
Management is an optional scope item.

How would you like alerts from Nagios or Tenable managed; should they automatically
generate service desk tickets, or be surfaced differently?

A. Per 2.3.,E.and 2.3., F, service request tickets should be opened.

How do you expect Al features (e.g., Copilot) to play a role in your future IT support (i.e. chat
suggestions, ticket summarization, smart routing)?

A. Offerors should propose what they feel is the best system to accomplish the
requirements of the solicitation.

[s authentication required for end users to submit tickets?
A. Yes.
Does a mixture of full and concurrent licensed users exist in the BMC TrackIT system?

A. The City currently has 13 named/fixed licenses. The remaining 5 licenses are
concurrent.

On/Offboarding Automation: How is the City of Gaithersburg currently managing employee
onboarding and offboarding workflows, and what measures are in place to ensure that all IT
assets are retrieved in a timely manner when staff depart?

A. Human Resources is the lead for onboarding and offboarding of employees.
They ensure that equipment is returned from separated employees and/or
their supervisors. Supervisors are also required to fill out an intranet form
(not part of the Existing System) to inform the Department of the new user’s
role and requirements. This form is emailed it ITCSS staff, who open service
request tickets in the Existing System for fulfillment.

Device Recovery & Cost Savings: Does the city have visibility into the financial impact of
unrecovered devices, and would automating recovery workflows help reduce those losses
while improving accountability?

A. The City has not had any incidents where separated employees did not return
devices.

License Optimization: What challenges does the city face with monitoring and reclaiming
unused or underutilized software licenses, and how valuable would it be to automate license
reclamation to reduce unnecessary costs?

A. This is not currently a significant issue for the Department. The System is
required to track software and licenses per Attachment B.
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Q.91. Security & Compliance: What current processes are in place to ensure compliance with
cybersecurity frameworks (e.g., NIST, CJIS, or state-level mandates), and how does the city
validate that only authorized users retain access to systems?

A. We are not releasing this information. If needed, it can be discussed with
finalists during interviews.

Q.92. Cloud & On-Prem Integration: How does the city manage integrations between cloud-based
systems (e.g., Workday, Azure/Entra ID, Jamf, Intune) and on-premise tools, and what gaps,
if any, exist in connecting those environments?

A. We are not releasing this information. If needed, it can be discussed with
finalists during interviews.

Q.93. Procurement & Inventory: How are IT assets purchased, tracked, and assigned once
procured (e.g., through vendors such as CDW or Dell), and how does the city ensure accurate
inventory records throughout the lifecycle?

A. Per 2.2.H., tickets are created in the Existing System when assets are
received, deployed, or retired. This process is not perfect, and the City is
interested in adopting any ITIL or Offeror best practices, where appropriate,
to make improvements.

Q.94. Future Scalability: As the City of Gaithersburg continues to expand digital services, what are
the key priorities for scaling IT asset and identity management to support growth while

minimizing operational risk?

A. This is not relevant to this solicitation.

~END OF ADDENDUM ~
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