
 

1 
 

 

 

 

 

 

 

 

Request for Proposal for the 

National Asian Pacific Center on Aging 
Information Technology Services 

Date Issued: August 1, 2019 

Responses Due: August 8, 2019 at 5:00pm PST 
 

 

 

 

 

 

 

 

 

 

 

 

This document contains NAPCA confidential and proprietary information. No use, disclosure or 
distribution of the information contained herein is permitted without the prior written consent of 

NAPCA. 

http://napca.org/


 

2 
 

Contents 
Introduction and Background ...................................................................................... 3 

NAPCA Overview ...................................................................................................................................... 3 
Purpose of the Request for Proposal ........................................................................................................ 3 
Current Service Overview.......................................................................................................................... 4 

Administrative Information ........................................................................................... 4 
NAPCA Contact Information ...................................................................................................................... 4 
Communication between NAPCA and RESPONDER .............................................................................. 4 
Schedule of Events .................................................................................................................................... 4 
Rules for Submitting Responses ............................................................................................................... 5 

Response Submission ........................................................................................................................... 5 
Preparation Costs .................................................................................................................................. 5 
Disposition of Documents ...................................................................................................................... 5 
Alternate Responses.............................................................................................................................. 5 
Obligations and Disclaimers .................................................................................................................. 5 
Representation of Fact........................................................................................................................... 5 
Confidentiality ........................................................................................................................................ 5 

Request for Proposal Response Preparation Instructions ........................................ 6 
Response Format ...................................................................................................................................... 6 
Response Evaluation................................................................................................................................. 6 

Request for Proposal – Questions / Requests ........................................................... 7 
1. Company Information ........................................................................................................................ 7 
2. Product / Service Offering ................................................................................................................. 7 
3. Implementation .................................................................................................................................. 8 
4. Fees & Costs ..................................................................................................................................... 8 
5. References ........................................................................................................................................ 8 

 

http://napca.org/


 

3 
 

Introduction and Background 

NAPCA Overview  

The National Asian Pacific Center on Aging (NAPCA) was established in 1979 to serve as the 
nation’s leading advocacy and service organization committed to the dignity, well-being, and 
quality of life for Asian Americans and Pacific Islanders (AAPI) as they age. We are a private 
non-profit organization that is headquartered in Seattle, Washington, and has four remote 
offices located in Los Angeles, CA, Chicago, IL, Washington D.C. We are 99% federally grant 
funded with the purpose of connecting mature AAPI older adults to employment and training to 
enter the labor force; we provide payroll for over 1,000 mature workers across the nation. 
NAPCA expects its IT service providers to not only provide, monitor, maintain and manage its 
systems and networks, but to provide outstanding customer service to our administrative and 
program staff.  

Visit http://NAPCA.org to learn more about NAPCA. 

Purpose of the Request for Proposal 

The purpose of this Request for Proposal (RFP) is to find an information technology (IT) 
services provider for the following: 

• Providing state of the art IT support, service and products for NAPCA locations 
including: 
 

o Round the Clock Technical Support 
o Guaranteed service response times for emergency, important and non-

emergency. 
o IT Consulting 
o IT Policies reflecting industry best practices 
o Cloud Solutions 
o Managed IT Services  
o Business Continuity Planning 
o Office 365 Integration and Utilization 
o Hardware as a service 
o Layers of Security  
o Combine VOIP communications 
o On- boarding timeline for transition of services.  

 
• Ensuring that NAPCA continues to see a return on its technological investments. 
• Providing outstanding customer service to all NAPCA staff and its customers. 

 
NAPCA is issuing this RFP to certain companies, referenced herein as “RESPONDERS.” 

In this proposal request, NAPCA is looking for the RESPONDER to describe their proposed IT 
services and guarantees of timely responses for technical support. Once the finalist is selected, 
we anticipate services to begin in early September 2019. 

http://napca.org/
http://napca.org/
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Current Service Overview 

The purpose of this RFP is to ensure NAPCA continues to see a return on its technological 
investments, while providing outstanding customer service to NAPCA staff and its customers. 

Administrative Information 

NAPCA Contact Information 

All questions and correspondence related to this RFP must be directed to the following points of 
contact for NAPCA: 

 
NAPCA Contact: Tina Masuda-Draughon 

Telephone: 206-838-8166  
Email Address: tina@napca.org  

Communication between NAPCA and RESPONDER 

RESPONDER'S designated representative shall submit all questions and comments to the 
NAPCA contacts via email. The representatives identified in the Contact Sections above shall 
perform all communications between RESPONDER and NAPCA. No other employees or 
representatives of either party shall have any authority to request or make any clarifications, 
additions, or changes to the information in the RFP.  

Responses to questions submitted by any RESPONDER shall be distributed to all 
RESPONDERS and also be incorporated into the RFP. 

Verbal comments, explanations, or instructions given by NAPCA during this process shall not be 
binding. 

Schedule of Events 

The schedule for the RFP process is outlined below. NAPCA will notify RESPONDER if there 
are changes to this schedule. 

 
Milestone Date 

Request for Proposal issued August 1, 2019 

RFP questions due from RESPONDERS August 7, 2019 

Closing date and time for RFP responses to be 
submitted to NAPCA 

August 8, 2019 at 
5:00pm PST 

RFP evaluation period /analysis period  August 8-11, 2019 

Finalist(s) selected (due diligence phase begins) August 12, 2019 

http://napca.org/
mailto:tina@napca.org


 

5 
 

Rules for Submitting Responses 

Response Submission 
Submit an electronic copy via email to the NAPCA contact. Microsoft Word format is preferred 
for the response document; however, a comment enabled PDF is acceptable. Responses 
should be no more than 10 pages.  

Preparation Costs 
Costs incurred by the RESPONDER in responding to proposal requests, developing and 
delivering responses, presentations, demonstrations, site visits and / or other related activities 
are the sole responsibility of the RESPONDER and will not be reimbursed by NAPCA. 

Disposition of Documents 
Responses to this RFP become the property of NAPCA but shall remain subject to the 
confidentiality provisions of this RFP. No items submitted by RESPONDER will be returned.  

If the RESPONDER intends to submit confidential or proprietary information as part of the 
proposal, any limits on the use or distribution of that material should be clearly delineated in 
writing in or attached to their response. NAPCA will use reasonable precautions to avoid 
disclosure of RESPONDER replies to competitor RESPONDERS. NAPCA reserves the 
unrestricted right to copy and disseminate submitted responses for internal review and for 
review by external advisors, at NAPCA’s sole discretion. 

Alternate Responses 
Alternate responses describing RESPONDER’S other products or services that are beyond the 
scope of work may only be submitted with prior approval from NAPCA. If deemed advantageous 
to NAPCA, they may be evaluated and considered. 

Obligations and Disclaimers 
NAPCA will have no obligation to a RESPONDER unless and until both parties sign an 
agreement. NAPCA expects that all responses to this RFP may result in inclusion in a final 
contract. NAPCA reserves the right to:  

• Decline to make a subsequent award at its sole discretion;  
• Reissue this RFP and, at its discretion, to waive minor irregularities and discrepancies; 

and  
• Reject any or all RESPONDERS from further consideration based on their response to 

this RFP. 

Representation of Fact 
By responding to this RFP, the RESPONDER is affirming that the information subsequently 
provided is factual and true. 

Confidentiality 
The contents of the RFP and RESPONDER'S response to it shall be held in strict confidence 
and shall not be disclosed to any third party with the exception of any consultants working for 
either RESPONDER or NAPCA whose work directly relates to the subject matter hereof. 

http://napca.org/
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Disregard of this confidentiality provision by the RESPONDER may result in the disqualification 
of the bid.  

Request for Proposal Response Preparation Instructions 

Response Format 

To ensure complete and effective review of each RESPONDER’S response, please adhere to 
the following: 

1. Provide the following information for a single point of contact for RESPONDER’s 
response: 
 
Contact’s Name:        

Title:          

Company Name:        

Address:         

Telephone:         

Email Address:        

2. Respond to each item in the following sections completely. Use charts, diagrams, graphs 
or other pictorial representations as appropriate. Provide anecdotal or hypothetical 
representations if necessary.  

3. Clarity is more important than brevity, but verbose responses are not desirable.  

Response Evaluation 

All responses shall be evaluated based upon criteria established solely by NAPCA at its 
discretion. RESPONDERS are strongly advised to submit their most competitive response since 
the finalist selection may be made without additional RESPONDER discussions.  

Some of the criteria used to evaluate bids, but not listed in any specific priority, are: 

• Completeness and extent of the vendor’s service portfolio directly and indirectly relates 
to the services defined in the RFP  

• Quality of services described 
• Delivery timeframe of the services 
• Cost of the proposed services 

http://napca.org/
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Request for Proposal – Questions / Requests 

1. Company Information 

1.1. Provide a brief overview of your company including: capacity to conduct this scope 
of work, years in business, and an overview of recent, relevant, work in this field. 

2. Product / Service Offering 

The purpose of this Request for Proposal (RFP) is to find an information technology (IT) 
services provider for the following: 

• Providing state of the art IT support, service and products for NAPCA locations 
including: 

 
o Around the Clock Technical Support 
o Guaranteed service response times for emergency, important and non-

emergency. 
o IT Consulting 
o IT Policies reflecting industry best practices 
o Cloud Solutions 
o Managed IT Services  
o Business Continuity Planning 
o Office 365 Integration and Utilization 
o Hardware as a service 
o Layers of Security  
o Combine VOIP communications 
o On- boarding timeline for transition of services.  

 
• Ensuring that NAPCA continues to see a return on its technological investments. 
• Providing outstanding customer service to all NAPCA staff and its customers. 
 
2.1. Provide an overview of your company. What specific competencies differentiate 

your company and/or services from its competitors?  

2.2. Describe in detail the services, procedures and products used to provide your 
company’s services. Please attach process maps, procedure documents, and 
other documentation that illustrate how your company’s services works. 

2.3. Describe each service that your company offers as part of the proposed services. 
Please indicate any services your company is planning to offer in the future and 
the timeline, as well as any services that are considered a buy-up or where you 
recommend a specific alternate source. 

2.4. Describe any experience you have working with non-profits and mission-driven 
organizations. If none, please describe any specific projects/experiences you feel 
might help you work in this industry. 

http://napca.org/
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3. Implementation 

Please provide a timeline of implementation for transition of IT services and proposed 
costs. 

4. Fees & Costs 

4.1. Please provide a line item estimate of the costs of your solution. Please include all 
costs associated with this proposal. 

5. References 

5.1. Provide three references. For each reference, include: the reference company 
name; their primary location; a description of the services you provided; the 
approximate dates the service was performed; and contact-level information 
(name, title, email, phone number). 

 

  

http://napca.org/
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