IT Managed Services Tender Document

1. Introduction
Provide a brief overview of your organisation, the purpose of this tender, and the outcomes you are seeking. This should help suppliers understand your business context and priorities.
Company Overview: [Insert here]
Objectives of this Tender: [Insert here]
Desired Outcomes: [Insert here]
2. Current Environment
Describe your existing IT environment. Be clear about what is working well and what challenges exist. This helps suppliers focus on improvement rather than unnecessary change.
2.1 What is Working Well
List systems, services, or processes that are effective and should be preserved.
[Insert strengths]
2.2 Current Challenges
Highlight key pain points, inefficiencies, risks, or limitations in your current setup.
[Insert challenges]
3. Scope of Services Required
Define the scope of services you expect the supplier to provide.
End-user support
Infrastructure and cloud management
Security and risk management
Strategic IT advisory
Vendor and license management
4. Key Requirements
Suppliers must clearly describe how they deliver the following capabilities. Responses should be specific and evidence-based.
4.1 Security & Risk Management
Comprehensive IT risk management framework
Proactive vulnerability management
Security incident detection and response
Clear, non-technical risk reporting to leadership
4.2 Transparency
Real-time dashboards across IT, security, assets, and costs
Visibility of SLA performance
Access to meaningful reporting and insights
4.3 Support & Coverage
Defined support hours
Support channels required (phone, chat, email, portal, app..etc)
Out-of-hours capability
24x7 monitoring and issue resolution
4.4 Proactive Services
Continuous monitoring
Early issue detection
Preventative maintenance
Trend analysis and recommendations
4.5 Onboarding
Structured transition plan
Risk management approach
Documentation and knowledge transfer
4.6 Team & Relationship
Access to skilled engineers
Account management structure
Regular service reviews
4.7 Strategy
12/24 month IT roadmap
Budget planning support
Alignment with business objectives
4.8 Certifications
ISO27001 certification
Cyber Essentials Plus
Other relevant certifications
5. Supplier Information
Provide background on your organisation, relevant experience, and evidence of your capability.
Company overview
Relevant experience
Case studies
References
6. Pricing
Provide clear, transparent pricing. All costs should be easy to understand and predictable.
	Service Component
	Cost Type (Recurring/One-off)
	Unit Cost
	Notes

	Managed IT Support (per user)
	
	
	

	Onboarding / Transition
	
	
	

	Project Work (Day Rate)
	
	
	

	Out-of-Hours Support
	
	
	

	Security Services
	
	
	

	Licensing (if applicable)
	
	
	



Please list what ad-hoc charges we may encounter (e.g. device build, site visits, support consumption…etc)
7. Innovation & Added Value
Suppliers are encouraged to propose improvements, efficiencies, and new technologies beyond the stated requirements.
Service improvements
AI strategy assistance
Automation opportunities
Cost optimisation
New technology recommendations
8. Evaluation & Scoring Criteria
Responses will be evaluated based on the following criteria:
	Criteria
	Description
	Weighting (%)

	Security & Risk
	Strength of security and risk management approach
	20

	Transparency
	Quality of reporting and visibility
	15

	Service Delivery
	Support model and responsiveness
	15

	Proactive Capability
	Ability to prevent issues and improve service
	15

	Onboarding
	Quality of transition approach
	10

	Strategy
	Ability to provide strategic guidance
	10

	Pricing
	Clarity and value for money
	10

	Cultural Fit
	Relationship and communication approach
	5


9. Tender Process
Define the timeline and process for this tender.
Issue date
Submission deadline
Shortlisting
Presentations
Final selection
Onboarding start
10. Appendices
Provide supporting information to help suppliers accurately respond.
User numbers
Infrastructure overview
Key applications
