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Introduction for Vendors
An Cosán is conducting a competitive tender for the provision of managed IT services. This Preliminary Market Questionnaire (PMQ) is designed to understand your organisation’s capabilities, service model, technical strengths, experience, and approach to IT support. Your responses will help us assess whether your company is a suitable candidate to progress to the next stage of the tender process.
Please answer all questions clearly and completely. Where a Yes/No option is provided, please include explanatory details where relevant.
	Confirm you can deliver a full handover at the end of any contract, including all credentials, documentation, configurations, and knowledge transfer. Please describe your handover process and typical timeline for completing a handover. SECTION 1 – Company Profile

	1.1 Company Information

	What is your company’s name?
	 

	Who will be the main point of contact for this tender?
	 

	What are the contact person’s email address and phone number?
	 

	What is your company website?
	 

	What is your company address?
	 

	How many years has your organisation been in operation?
	 

	1.2 Team Structure

	How many staff members are based in Ireland?
	 

	How many staff do you have in the following roles?

	Helpdesk:
	 

	Field Engineers:
	 

	Network Admins:
	 

	Project Managers:
	 

	SECTION 2 – Support Capacity & Response

	What is your average response and resolution time for:

	General user support tickets:
	 

	Urgent network/security incidents: 
	 

	Hardware issues: 
	 

	How much notice is required to schedule on-site support?
	 

	SECTION 3 - Services Offered

	What IT services does your company provide?
	 

	How would you briefly describe each of the services listed above?
	 

	Which sectors or industries do you primarily serve?
	 

	What are your organisation’s key strengths and areas of expertise?
	 

	What is your standard approach to IT support and maintenance?
	

	SECTION 4 – Internal IT Collaboration

	Can your organisation work alongside our internal IT team?
	 

	Can you take ownership of Level 1 and Level 2 tickets when required?
	 

	Can you provide full Level 3 escalation support for advanced or complex technical issues?
	 

	Can you operate within a shared ticketing system so both teams can see and manage all support requests?
	 

	Can you provide delegated or full administrator access to systems such as Microsoft 365, Unifi, and other platforms when required?
	 

	Can you provide remote support tool access for use by our internal IT Support Team?
	

	Can you act as an escalation point or provide full cover when our internal IT Support Coordinator is unavailable?
	

	Can you manage access control changes collaboratively with our internal IT team?
	

	Can your organisation’s security, governance, and compliance processes align with An Cosán’s internal policies?
	

	SECTION 5 - Helpdesk & User Support

	What are your Help Desk operating hours?
	 

	Which contact methods can your users access (phone, email, portal, chat)?
	 

	Can you provide day-to-day user support between 09:00–18:00, Monday to Friday?
	 

	Can you provide remote support?
	 

	Can you provide on-site support when required?
	 

	Can you manage Microsoft 365 user accounts, permissions, and administrative tasks?
	 

	Can you support all hardware and software currently used by An Cosán (outlined in the Technical Specifications document)?
	

	Do you provide a client portal or ticketing system?
	

	SECTION 6 - Network & Infrastructure Management

	Can you monitor and manage our network across multiple sites (switches, Wi-Fi, firewalls)?
	 

	Can you support servers, storage solutions, and cloud environments?
	 

	Can you manage Microsoft 365 backups and meet recovery objectives?
	 

	Do you carry out scheduled health checks on systems?
	

	What is your approach to network and endpoint monitoring?
	

	How do you prioritise and escalate incidents internally?
	

	SECTION 7 - Security & Endpoint Management

	Can you manage SentinelOne or an equivalent antivirus platform across all devices?
	 

	Can you manage Windows updates, firmware upgrades, and network device patching?
	 

	How do you maintain ongoing communication (e.g., review meetings, reports, updates)? 
	 

	Do you assign a dedicated account manager or point of contact? 
	 

	Can you provide proactive security monitoring?
	

	Can you respond to security incidents?
	

	Can you recommend and implement improvements to email filtering and anti-spam measures?
	

	What security controls do you apply at device level, user level, and email level?
	

	SECTION 8 - Cloud & Identity Management

	Can you administer Microsoft 365 including Exchange, SharePoint, Teams, Intune, and Entra ID?
	 

	Can you manage licensing, security groups, and user access changes?
	 

	Can you manage domain, DNS, and hosting configurations (e.g., Blacknight)?
	

	Can you provide guidance on cloud migration or optimisation?
	

	Can you recommend ways to simplify and reduce risk across cloud systems?
	

	What experience do you have with Azure, AWS, or Google Cloud?
	

	SECTION 9 - Hardware Procurement & Asset Management

	Can you supply laptops, peripherals, and other hardware?
	 

	Can you manage vendor warranty and RMA processes on behalf of clients?
	 

	Can you manage device retirement and provide certificates of destruction?
	

	Can you maintain an accurate asset register aligned with ours?
	

	Which hardware vendors (Dell, HP, Lenovo, etc.) do you have procurement partnerships with?
	

	SECTION 10 - Collaboration, Projects & Training

	Can you work jointly with our internal IT Support Coordinator on strategic projects?
	 

	Can you support system upgrades and digital inclusion initiatives?
	 

	Can you provide support with automation tools such as Zapier?
	 

	Do you provide user training and technical training?
	 

	SECTION 11 - Governance, GDPR & Compliance

	Describe how your organisation complies with GDPR when handling or processing client data. Include any data processing agreements (DPAs) you provide.
	 

	Please confirm you can produce monthly reports including ticket volumes, response times, and resolutions. Provide a sample report if available.
	

	Confirm your willingness to attend regular performance and service review meetings (e.g., monthly or quarterly). What is your typical availability?
	 

	Confirm you can deliver a full handover at the end of any contract, including all credentials, documentation, configurations, and knowledge transfer. Please describe your handover process and typical timeline for completing a handover.
	 

	Describe your internal governance and compliance review process, including:
· How often do you audit your own compliance?
· Who is responsible for compliance oversight within your organisation?
· Can you provide evidence of recent compliance audits or assessments?

	

	Which industry certifications does your organisation currently hold (e.g., ISO 27001, Cyber Essentials)?
	 

	SECTION 12 - SLA Capability

	Can you meet the following SLA targets for remote/onsite support?

Critical: 1 hour response, 4 hour resolution
High: 2 hour response, 1 day resolution
Medium: 4 hour response, 2 day resolution
Low: 1 business day response, 3–5 business day resolution
	

	Do you offer service credits or penalties if SLAs are not met? If yes, please describe.
	

	Define what your "response time" means (e.g., time to first acknowledgment, time to assign technician, or time to begin working).
	

	Do you offer 24/7 support for Critical issues outside business hours? If yes, please describe.
	

	What is your typical SLA achievement rate over the past 12 months (e.g., % of tickets resolved within SLA)?
	

	Please provide references from current clients where you meet similar SLA targets.
	

	SECTION 13 - Supported Platforms & Systems

	Do you have experience supporting any of the following systems?

	Sage Accounts / Payroll
	 

	SentinelOne
	 

	Zoom
	 

	Teach ‘N Go
	 

	Moodle (Ennovation)
	 

	Three mobile device management
	 

	SumUp
	

	CCTV (Systematic)
	 

	Broadband/Phone (Yellowcom)
	 

	Printers (ByranSRyan)
	 

	VPS (Blacknight)
	 

	Unifi Networking
	

	SECTION 14 - Flexibility & Customisation

	Are your services adaptable to our operational environment and workflows?
	 

	Can your services scale as the organisation grows?
	 

	Can you provide custom integrations or automations when required?
	 

	SECTION 15 - Future Projects

	Can you support the migration of Sage Accounting and Payroll to cloud versions?
	

	Can you support the implementation of a mobile device management platform for work phones?
	

	Can you provide enhanced spam filtering solutions beyond Microsoft 365 defaults?
	

	Can you support the process of consolidating our domains, websites and VPS?
	

	SECTION 16 - Cost & Value for Money

	16.1 Pricing Format

	Can you provide pricing both inclusive and exclusive of VAT?
	

	Do you price your services per user, per device, per hour, or through another model?
	

	What is your minimum contract term or notice period?
	

	16.2 Cost Breakdown

	What is your monthly cost for Managed IT Support?
	

	What are your charges for on-site visits?
	

	What are your hourly/day rates for project work?
	

	What is your hardware procurement fee or markup?
	

	What are your fees for cloud platform management?
	

	What are your prices for backup and disaster recovery services?
	

	What are your costs for network monitoring and security services?
	

	What are your training or consultancy rates?
	

	SECTION 17 - Experience & References

	What relevant experience do you have supporting organisations similar to An Cosán?
	

	Which sectors or industries have you worked with most frequently?
	

	What strengths does your company bring to this contract?
	

	Can you provide at least two client references or testimonials?
	

	Will you assign a dedicated account manager for An Cosán?
	

	How do you maintain communication with clients (e.g., reports, meetings, updates)?
	

	SECTION 18 – Implementation Approach and Transition Timeline

	Please outline your proposed approach to onboarding and transitioning services from the previous provider.
Your response should include a high-level implementation plan covering key phases, timelines, and milestones from initiation through to full operational delivery.
Indicate the expected duration of the transition (e.g. one month, two months, three months) and describe what activities would be completed at each stage.

	

	Please identify any potential challenges you foresee during the transition period and how you would mitigate them.

	

	IT Provider Representative: 
	_________________________________________________

	Date:  
	_________________________________________________
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