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Cover Letter for RFQ # 005603 

 
On behalf of Avante Solutions, Inc. (Avante), we are delighted to be given the opportunity to present the City of 
Columbus (the City) a response to your Request for Proposal “Professional Services and Software for Information 
Technology Service Management (ITSM) Implementation Services and Training” RFQ # 005603. Please refer to 
the Table of Contents for an outline of our proposal.  
  
In summary, our proposal includes Cherwell Software’s Service Management technology and Avante’s 
Professional Services team to provide related implementation/deployment Professional Services and support.  
 
In your section “6.4 Proposed Costs you stated “You may include a similar cost proposal page as long as all 
information is included.” 
 
We have elected to provide some additional supporting information in the form of this Cost Proposal in an effort 
to provide the City with as much detail supporting the costs of both the software and the Professional Services 
related to our proposal.  
 
We have provided this as a separate document as we were not sure if the City wanted pricing to be provided 
separately from our Technical Response.  
 
To effectively support the City in your evaluation of our proposal and solution, I have appointed Rich Clark to be 
your point of contact.  
 
Rich can be reached at: (401) 301-9924 and rclark@avantesolutions.com 
 
We confirm al the pricing we have provided shall remain in effect for 90 Days after the proposal due date, unless 
extended by agreement. 
 
My signature below indicates that all information contained herein is accurate.  Please feel free to contact me 
directly and at any time.  My contact details are outlined below. 
 
Sincerely, 
 
 
 
 
Steven Waxler 
President 
Avante Solutions, Inc. 

mailto:rclark@avantesolutions.com
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Proposed Costs 

 
On page ten (10) of your RFP you provided the following: 
 

6.4 PROPOSED COSTS 
• Provide License Pricing Detail (Perpetual License Model preferred) 

o Annual Maintenance & Support (Five years, separated by year) 
• Asset Management Tool (Annual Maintenance and Support if not included) 

o Provide various prices for 1) 10,000 units 2) 20,000 3) unlimited 
• Professional Services Cost Table 
• Training 
• Travel and Expenses 
• Access to Historical Data (currently in SQL) 
• List Professional Services rate per hour/per day plus travel and expenses. List each Phase Deliverable with 

the Time Effort required. 
 
You may include a similar cost proposal page as long as all information is included. 

 
We have completed your Appendix B – ITSM Cost Proposal Sheet and included much of the information you listed 
in section 6.4. 
 
On the following pages you will find supporting information for both the software and the Professional Services 
related to our proposal.  
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Supporting Detail for Price Proposal for Cherwell Licensing 

Below we have included some sub-sections that provide licensing assumptions, model overview, advantages, and 
other supporting information that will assist the City in your evaluation of the pricing portion of our RFP response.  
 
 
Cherwell’s Licensing Advantages 
 
 
The purpose of this section is to provide some details on the structure of the Cherwell license model as well as some 
of the key advantages their model provides.  
 
License Model Advantages 
 

• Cherwell Service Management is available in a traditional purchase/perpetual license model as well as a 
Subscription model. 

• Cherwell utilizes a Concurrent license model for both Subscription and Perpetual models. 
• Either pricing model can be deployed as a SaaS deployment. 
• A concurrent license (regardless of model) entitles the user to access all “out-of-the box” applications.   (This 

includes: Incident, Service Request, Service Catalogue, Service Portfolio, Problem, Change, Release and 
Deployment, Configuration, Service Level, Knowledge, Event Management, and Project Management).  

• There is No Charge for End-users accessing the Self-Service Application. End-user Self-Service is unlimited! 
• Cherwell has No Limit on the number of Non-Production (i.e. development and test environments) systems 

you may have. (For SaaS deployments Cherwell provisions one (1) non-production environment. You can 
elect to install an unlimited number of non-production environments on your premises, as well as Cherwell 
will provide additional non-production environments in their hosting facility for a fee.) 

• There is No Charge for configuring of new applications (Security, Human Resources, Facilities management, 
etc.) in addition to the out-of-box processes. 

• A Concurrent license model includes access to all Agent/technician clients including; Agent Browser, Agent 
Rich Client, and Agent Mobile clients.   

 
License Access Advantages - Below are examples where NO license is required for access to the Cherwell system. 
 

• NO licenses are utilized when accessing the Administration module.  
• NO licenses are utilized when users update records via email, including responses to requests for approvals 

or notification of new work actions / tasks.   
• NO licenses are consumed when viewing and updating records via web forms. For example, Self-Service 

portal or web forms such as a task, approval, or survey request. 
• NO licenses are consumed when accessing the Dashboard Viewer. Accessing and viewing dashboards via 

the Cherwell Dashboard Viewer consumes no license. 
 
Upon request, we may provide our customers with temporary licenses in addition to the licenses they purchase for 
the first 90 days after Go-live to ensure you optimize the number of licenses you require.  
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Cherwell Service Management License Pricing Detail 
 
As we described in the license advantages above you have complete flexibility for how you can acquire and deploy 
the Cherwell technology. As you requested we are providing pricing for the Perpetual licensee model to be installed 
on your premises. We can provide the Subscription/Cloud pricing upon request.  
 
License Pricing 
 

Required Items 
Item Unit Cost Units Investment 
Cherwell Service Management   $3,500.00 40 $140,000.00 
Annual Maintenance & Support* $700.00 40 $28,000.00 
TOTAL FEE   $168,000.00 

 
• The price is exclusive of any applicable taxes. 
• Note maintenance & support dates take effect when the license keys are delivered to the City.  
• All pricing excludes any applicable taxes. 

 
 
Annual Maintenance and Support Years 2 – 5 
 
Below is a schedule for the annual Maintenance and Support for  
 

Required Items 
Item Unit Cost Units Investment 
Annual Maintenance & Support – Year 2* $700.00 40 $28,000.00 
Annual Maintenance & Support – Year 3* $700.00 40 $28,000.00 
Annual Maintenance & Support – Year 4* $700.00 40 $28,000.00 
Annual Maintenance & Support – Year 5* $700.00 40 $28,000.00 
TOTAL FIVE YEAR COSTS   $112,000.00 

 
 

• *Cherwell shall not increase the fees for Maintenance and Support for any annual term by more than the 
lesser of (i) the average of the monthly Consumer Price Index (CPI-U) for the U.S. CPI Average for the twelve 
calendar months prior to such increase, as set forth by the U.S. Bureau of Labor; or (ii) five percent (5%) for 
each annual period. 

• After the initial contract term Cherwell, will invoice the City for annual Maintenance & Support.  
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Cherwell Asset Management License Pricing Detail 
 
 
Cherwell Asset Management Tool – Cherwell offers a Software Asset Management Tool module called Cherwell 
Asset Manager (CAM) as an optional module. This provides asset scanning and importing to the Cherwell CMDB for 
both hardware and software assets. This also includes full software licenses management. As the integration is pre-
configured this provides you the ability to easily manage all your assets and have a populated CMDB.  
 
 
Cherwell Asset Manager Cost Summary: 
 
Option # 1 – 10,000 Licenses 
 

Required Items 
Item Unit Cost Units Investment 
CAM – Inventory Only  $3.00 10,000 $30,000.00 
Annual Maintenance & Support $.60 10,000 $6,000.00 

 
CAM – Full Suite $12.50 10,000 $125,000.00 
Annual Maintenance & Support $2.50 10,000 $25,000.00 

TOTAL FEE   TBD – Depends on 
Version Selected 

 
 
Option # 2 – 20,000 Licenses 
 

Required Items 
Item Unit Cost Units Investment 
CAM – Inventory Only  $2.00 20,000 $40,000.00 
Annual Maintenance & Support $.40 20,000 $8,000.00 

 
CAM – Full Suite $10.00 20,000 $200,000.00 
Annual Maintenance & Support $2.00 20,000 $40,000.00 

TOTAL FEE   TBD – Depends on 
Version Selected 

 
 

• The pricing above is exclusive of any applicable taxes. 
• Note maintenance & support dates take effect when the license keys are delivered to the City. After the 

initial contract term, Cherwell will invoice the City for annual Maintenance & Support.  
 
 
Option # 3 – Unlimited Access 
 
Cherwell currently does not offer Unlimited or Enterprise licensing options. If we are your selected vendor we would 
be happy to negotiate volume pricing discounts for the City.  
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Supporting Detail for Pricing for Avante Professional Services 

On page three (3) of your RFP document you provided the following information regarding your expectations for 
the implementation of the new technology. We have used this information to provide you with an approach and 
services cost estimate to deliver the system. 
 
The City requires the following deliverables from this project. 
 

6.4 DESIGN and INSTALLATION 
The City requires that the Bidders provide complete design and installation services for the proposed solution. The 
Bidders shall provide specifications for any needed hardware or software in the proposal. The City may choose to 
utilize virtual servers or its own physical server hardware, therefore the Bidders should break out server and third‐
party software cost separately. The solution should, at a minimum, include the following features: 

• Service Desk 
• Incident Management 
• Request Fulfillment 
• Service Catalog 
• Self‐Service 
• Knowledge Base 
• Problem Management 
• Change Management 
• Release Management 
• Configuration Management (CMDB) 
• Service Level Management 
• Event Management 
• Reporting 
• Asset Management (Optional) 

 
The current City technology environment can be found in Section 3.2 and Section 3.3. Additional requirements and 
features are found in the Requirements Matrix (Appendix A ‐ attached as an Excel workbook). 
 

6.5 TRAINING, DOCUMENTATION, and KNOWLEDGE‐TRANSFER 
The Bidder is required to provide Administration Training, Super User Training, Agent/User Training, End‐User Self‐
Service Training (optional) and Knowledge Transfer. Administrator Training for up to five (5) Administrators, Super 
User Training which offsets some administrative ‘type’   work to business users, Agent/User Training for Agents and 
Technicians that utilize the system   with a train the trainer approach and the City can provide the facility for   
training. 
 
Important Note – While we have confirmed that the Cherwell technology offers all the capabilities listed in item 
6.4 above we do not recommend the City implement all the processes and capabilities in a single phase. If we are 
your selected vendor we will work with the City to develop an implementation roadmap. 
 
On the following pages we have provided a Professional Services estimate for the above for budgetary and planning 
purposes.  
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Supporting Detail for Pricing for Avante Professional Services 

The purpose of this section is to provide the City with a Professional Services cost proposal, as well as outline how 
the estimate is likely to be allocated across the high-level requirements we have reviewed to date.   
 
Professional Services Pricing Assumptions 

We are providing this proposal as a high-level estimate to implement Cherwell at the City of Columbus. As we have 
not formally scoped requirements, and would not perform this unless we are your selected vendor and entered 
into an agreement, this should be used for budgetary purposes only. This is not a firm estimate for services. 
 
 
Key Items that Affect a Services Estimate: 
 
When providing a services estimate prior to proper scoping the biggest challenge is the lack of detailed 
understanding of your functional requirements. As an example, the Change Management process for some 
customers is very like the out-of-box offering (so less services time is applicable) versus other customers that have 
a more complex or mature process (more services time is needed to align the system to your requirements). Please 
note as you review our estimate we have provided a range for each area in attempt to account for this. In addition, 
this is a high-level estimate for comparison only, and not a formal quote to deliver the system. If we are a shortlisted 
or selected vendor, we suggest a scoping call to review your requirements and fine tune our estimate. 
 
Below are just a few examples of items that affect services costs estimates: 
 

• We don’t know what your escalation and notification requirements are.  
• We do not know how many items you have in your Service Catalog. 
• We do not know what your current approval process is (how many approvers, how many levels, what level 

of notifications are needed, etc.). This applies to both the Service Request and Change processes. 
• We don’t know the number of CI types and the specific attributes you need to track. 
• We don’t know if you will need more than the nine (9) CI/Asset Record types that Cherwell provides out-

of-the-box.  
 
 
The balance of this section includes additional scope definition, assumptions and cost estimates for our services.  
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Pricing Details for the Avante Professional Services 
 
This cost proposal for this phase includes the following sections:   
  

• Scope Definition 
• Key Assumptions 
• Professional Services Costs 
• Training Overview 

 
Scope Definition – The purpose of this section is to outline the scope of deliverables associated with City’s Cherwell 
Service Management initiative that includes the following: 
 

• The processes (ITIL and other) under scope we expect to include to support your requirements include: 
Incident, Service Request, basic Service Catalog, Knowledge, Change, Release and CMDB. 

• Self-Service Portal to support Incident and Request. 
• Support for Agents/Technicians to use the mobile applications for Incident and Request (note this is a 

basic starting point).  
• Integration with Email and Active Directory. 
• Assistance with single sign-on. 
• Integration with SCCM for asset data import. 
• Installation and integration with CAM (Optional). 
• Our proposal recommends on-site Administration Training. 
• We recommend a Train-the-trainer approach for User Training. 
• No other integrations or data imports are included in the scope of this estimate. 

 
Our proposal accounts for providing a turn-key solution (i.e. completing all the deliverables).  However, you can 
elect to assume some of the configurations once your administrator(s) are trained; thereby reducing the 
Professional Services costs. 
 
Key Assumptions – The following points represent key assumptions used in the preparation of this estimate: 
 

• The preferred deployment is On-Premise (installed on your servers).    
• The scope of Phase One is outlined in the aforementioned ‘scope definition’ section. 
• Avante will perform a majority of the configuration efforts. 
• City resources may participate in some of the configuration effort, we will determine the effort during 

the planning stage. Examples of areas you may contribute include: Templates, Specifics Forms, 
Knowledge Articles, Dashboards and One-Steps. 

• Once the Requirements and Design session is complete this estimate may change (increase or 
decrease.) 

• Documentation (outside the data definitions documentation Avante will prepare as an outcome of the 
Requirements Sessions) will be limited to the existing Cherwell published documentation.  

• Any additional requirements that arise during the Requirements sessions that are outside the original 
scope or exceed the expectations of the scope will either require additional services time via a Change 
Order, or may be completed by City resources. 

• Once the Requirements and Design session is complete this estimate may change (increase or 
decrease.) 

• This is a general estimate only based on our experience with other similar clients and is not a firm quote 
for services. 
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Professional Services Cost Table 
 
The purpose of this section is to outline how our Professional Services cost estimate is allocated across the high-
level Phase 1 deliverables. Our Professional Services rate is $206.25/hour (based on $1,650.00/day) plus travel and 
expenses which are subject to the guidelines provided by City. The daily rate is for a Monday – Friday 8:00 AM – 
5:00 PM work day.  
 
We will begin the engagement with our Educational Workshops and Requirements Sessions to completely scope 
all the specific requirements you may have, and upon agreement from both parties, provide a Business 
Definitions and Design and Document with a revised estimate for Services.  
 
This estimate is divided into specific deliverable areas to give the City an idea of the level of effort we expect for 
each area. Each deliverable area may not meet the exact numbers we provided (low or high) however the total 
estimate will be applicable for the project, and time/effort can be reallocated across each deliverable. 
 
Phase Deliverable Comment Time Effort 

 
Technical Architecture 
Review 

Technical architecture review, planning and 
documentation. 

1 – 2 days 

Process Workshop  Based on your scope, the focus will be on the following 
concepts:  classification, lifecycle / process, priority / SLA, 
record ownership, etc. This is an optional offering and if you 
elect to schedule the workshops Avante will not charge for 
the services time however travel and expenses are 
applicable. This is limited to no more than 2 days on-site. 

No Charge 

Requirements Definition It will be necessary to identify what changes to the out-of- 
the-box configuration is applicable to support your 
deployment. 
 
The following areas are under scope: described in our Scope 
Definition above.  
 
This time will be divided between on-site requirements 
gathering and documentation preparation. Documentation 
will be limited to business requirements definitions.  

5 – 8 days 

Installation Deliverables include installing Cherwell on the 2 
environments (production and non-production that are to 
be prepared by the City) and testing of all client access 
options.  

0 days 

Configuration – User Profile A key deliverable will include a Customer Profile (i.e. end 
users being supported). 
 
In addition to configuring the profile, the data will need to 
be populated on a regular basis. This is an AD integration 
and only the existing AD attributes will be mapped into the 
user profile.  

1 – 2 days 

Configuration – Access and 
Security  

Deliverables will include creating security groups for both 
the internal and external users as well as creating 
authentication access for users.  

1 – 3 days 
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Phase Deliverable Comment Time Effort 
 

Configuration – Incident We will deliver the out-of-box Incident process with some 
configuration. 
 
Examples of points for consideration include: Classification 
methodology, Priority SLA / OLA rules, Notification Rules, 
Process / Lifecycle, Surveys, Scripts, Stop the Clock, Etc. 
 
Note that we will limit our configuration work to modifying 
no more than 5 existing and creating no more than 3 new 
Incident detail forms. If more forms are required, then City 
resources will complete that configuration work. 

4 – 6 days 

Configuration – Service 
Request  

Factors influencing the time are driven by the anticipated 
difference between out of the box functionality / capability 
versus City requirements. 
 
This does not include additional specifics forms. If you want 
additional specifics forms, then we recommend you budget 
additional services time. This estimate is limited to 3 -4 
Service Request templates with basic approval process. 
 
Onboarding, off-boarding and system/application access 
are excluded from the estimate.  

4 – 6 days 

Configuration – Service 
Catalog 

This estimate is for the configuration for a basic Service 
Catalog to support your Service Request process. Factors 
influencing the time will be driven by the difference 
between out of the box functionality / capability versus City 
requirements.   
 
Configuration will include and is not limited to: Structure, 
Entitlement, Security Requirements, and Definitions. 

3 – 4 days 

Configuration – Knowledge Factors influencing the time will be driven by the difference 
between out of the box functionality / capability versus City 
requirements.  
  
Examples of points for consideration include: importing 
from data sources, connecting to external knowledge 
repositories, and search sources. 

2 – 3 days 

Configuration – Change Factors influencing the time are driven by the anticipated 
difference between out of the box functionality / capability 
versus City requirements. 
 
The Change Management application / object will be 
configured to support the defined requirements. 
 
Configuration will include and is not limited to: Approval 
rules, Change Types, Change Documentation Details, 
Notification Rules, Priority, Risk / Impact, Process / Lifecycle 
  

5 – 10 days 
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Phase Deliverable Comment Time Effort 
 

Configuration – Release 
 

Release Management will be configured to support the 
defined requirements. We would recommend Release and 
Change be combined when determining project 
sequencing. 
 
Configuration will include and is not limited to: Approval 
rules, Release Types, Automated Task / Assignments, 
Notification Rules, and Priority. 
 
Note: Assumption is your current process is not defined or 
followed.  Expectations would be for a standard and 
simplified Release process used in combination with the 
Change process.   

4 – 5 days 

Configuration – 
CMDB/Service Asset and 
Configuration Management  

Factors influencing the time will be driven by the difference 
between out of the box functionality / capability versus City 
requirements.   
 
Examples of points for consideration include: number of 
asset profiles, financials vendor and warranty details, asset 
attributes, etc. 

5 – 10 days 

Service Level Management Factors influencing the time will be driven by the difference 
between out of the box functionality / capability versus City 
requirements. 

1 – 2 days 

Configuration – Self-Service  This estimate is for the configuration of the portal to 
support to support basic Incident and Service Request 
submission, access to Knowledge and ticket status updates 
for external end users, and Password Reset. 
 
Configuration will include and is not limited to: Structure, 
Entitlement, Security Requirements, Definitions, Initiation 
One-Steps, and UI Design and Configuration. 

3 – 6 days 

Configuration – Surveys We will deliver the OOTB survey capability and will provide 
1 additional survey. 
 
Note the time allocated on the high side is to configure the 
Survey workflow if you do not want to subscribe to the 
Cherwell workflow for surveys.   

1 – 3 days 

Configuration – Mobile 
Support 

In addition to the out-of-box capabilities Cherwell provides 
for mobile support we allocated some time for specific 
requirements you may have. The time allocated will provide 
basic functionality to support Incident and Request 
Management.  

2 – 3 days 
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Phase Deliverable Comment Time Effort 
 

Integration with MS SCCM We will leverage the Cherwell mApp for SCCM for the 
integration.  
 
Asset data from SCCM will be imported into the CMDB on a 
scheduled basis for specific CI / Asset types.  Information 
will be mapped and imported / merged into the CI 
information stored in the CMDB. Avante will assist with the 
configuration of integration with the existing SCCM 
environment to import asset data on an ongoing scheduled 
basis. 

2 – 4 days 

Installation and Integration 
with CAM - OPTIONAL 

We will install and configure the CAM module and leverage 
the mApp for CAM for the integration.  
 
Asset data from CAM will be imported into the CMDB on a 
scheduled basis for specific CI / Asset types.  Information 
will be mapped and imported / merged into the CI 
information stored in the CMDB.  
 
The time allocated here does not include any integration 
with the CAM Purchasing module to an ERP or other 
purchasing system. 

3 – 5 days 

Integrations Email and 
Active Directory 

Integration with Email and Active Directory to populate user 
contact data. 

1 day 

Configuration – Dashboards 
and or Reporting 

As we do not have your specific Dashboard/Reporting 
requirements we have provided an estimate only with 
restrictions. 
 
We have allocated 2 - 4 days of time on the high estimate to 
write no more than 2 custom reports and modify 3 existing 
reports or up to 5 custom Dashboards.  

2 – 4 days  

Final System Review Time will be spent reviewing our configurations against the 
design / specification report to confirm: 

• System is delivered to specification 
• No issues exist 

1 – 2 days 

Go-Live Support Go-live support includes getting the system ready for 
production use (i.e. deleting test records, etc.), as well as 
being available the day of go-live. 

2 days 

Engagement Management 
and Documentation 

The Avante Engagement Manager will manage the project 
for Avante and will work with your designated Project 
Manager. 

7 – 9 days 

 
Total (plus any applicable travel and expenses) 
 

60 – 100 days 
 

($99,000.00 –  
$165,000.00) 

Estimated Travel and Expenses $2,500.00 - $4,500.00 
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Engagement/Project Management 
  
As noted in our Professional Services Overview we will assign an Avante Engagement Manager to work with your 
designated City Project Manager to coordinate resources and manage the agreed to implementation activities and 
milestones as to be defined in our formal Business Requirements document. 
 
Travel & Expenses 
 
A portion of the services work we perform can be completed off-site.  We typically perform the following portions 
of our services on-site: Requirements Sessions, Final System Walk-thru, Administrator and User Training, and Go-
live support.  
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Training 
 
To support the successful deployment and on-going support of the Cherwell technology for City, Avante suggests 
two types of training:  Administration Training and Agent/End-User Training. Below we have provided a summary 
and pricing for both: 
 
 

 

 

 
 
  

Phase Deliverable Comment Time Effort 
 

Administrator Training Avante is able to deliver Administration Training on-site.  There 
is no limit to the number of participants. The charge is based on 
the daily Professional Services rate.  We recommend that you 
budget five (5) days per session. Based on the size and scope of 
your deployment, as well as our experience with other clients 
similar to City, you will find this to be a very effective method 
for ensuring successfully trained system administrators. We will 
deliver an Administrator Training Manual for up to five students 
that participate in the Administrators training session. 

5 days 

Super User Training Cherwell also provides the ability to offset some administrative 
“type” work on business users. We classify these users as “Super 
Users”. The class covers the following topics: One-Steps, 
Dashboards and Widgets, Searching and Queue Management. 
Depending on organizational requirements we can also include 
time for Reporting and Calendars. These designated Super Users 
will attend a (2 – 4) hour training class delivered by Avante. 

2 days 

Agent/User Training This training is for the Agents and Technicians that will use the 
Cherwell software. We recommend City utilize a Train-the-
Trainer approach for your deployment. Avante can conduct an 
Agent/User training session as an example, as well as support 
remote user training via webinar / conference facilities. We also 
suggest that at least one user training session be recorded and 
made available on an on-demand basis.  

3 days 

Optional End-User Self-
Service Training 

Avante has recorded videos for other clients for the purposes of 
training their end-users on the Self-Service portal. If the City 
wishes to engage Avante we can deliver 1 training video.  

1 day 

 
Total (plus any applicable travel and expenses) 
 

11 Days 
 

($18,150.00) 

Estimated Travel and Expenses $2,500.00 - 
$3,000.00 
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Legacy Ticket Conversion Services Options 
 
When moving to a new application one of the consideration is what to do with the existing ticket data in your 
current system. Avante encounters this in most deployments and our recommendation is to consider what value 
the information has to the organization and when, how and why you might access the data. Once those points have 
been discussed and a decision has been made, we then recommend one of the following approaches to converting 
the existing ticket data from HP ITSM: 
 
Option 1 – Avante will perform the Ticket data conversion into the Cherwell system. We would estimate 7 – 10 days 
of Avante services time. Note: Customer must provide data conversion values.  For example, the Call Type value in 
Ticket may not exist in Cherwell if a different classification strategy is used in the new system.  If that is the case, 
we would need to know what value to use in replace of the Call Type value in Ticket. For example, Ticket Call Type 
= Telecommunications, but in Cherwell it was decided as part of the implementation to not have that value.  What 
value would it align to in the new system? 
 

 
 
Option 2 – Avante will provide consulting and guidance and City resources will perform the conversion into 
Cherwell. We would estimate 2– 4 days.   
 

 
 
Option 3 – This option is the most popular with our clients and is our recommended approach. In place of converting 
all the Ticket data into Cherwell another option is importing all the data into a Historical Tracking table where it 
would be available for reference and knowledge. We would estimate 3 – 5 days with Avante providing guidance 
and City resources assisting with the conversion. From our opinion this is by far the most used and our most 
recommended approach.  
 

 
 
 
  

Phase Deliverable Comment Time Effort 
Ticket Conversion – Option 1 See description above. 7 – 10 days 
Total  ($11,550.00 – $16,500.00) 

Phase Deliverable Comment Time Effort 
Ticket Conversion – Option 2 See description above. 2 – 4 days 
Total  ($3,300.00 – $6,600.00) 

Phase Deliverable Comment Time Effort 
Ticket Conversion – Option 3 See description above. 3 – 5 days 
Total  ($4,950.00 – $8,250.00) 
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Options for Future Phases 

One of the KEY ADVANTAGES of the Cherwell technology is the Ease-of-Configuration and System Administration. 
Once you are trained and in production you will be fully capable of self-managing your system including your 
objectives to continue to add processes and capabilities to your deployment (Phase II and beyond). 
 
We would like to communicate that we can offer options for the approach to future Phases and enhancements to 
your Cherwell deployment. We wanted to share these with the City to show the flexibility we can provide with an 
Avante engagement. Below is a brief overview of different approaches we can offer for your Phase II and beyond): 
 

• Consultative Turnkey Approach – Avante performs all the work for the initial Phase including: Workshops, 
Requirements gathering, Configuration, Go-live support, Training and Knowledge transfer (this is similar to 
the approach we proposed in Phase I).  
 

• Hybrid Approach – Avante provides consulting and performs the Requirements sessions and Definitions 
document and resources from both Avante and the City perform the Configuration, testing and bring the 
system into production. We will allocate the configuration efforts to both parties in a structured format. 
Avante provides Training and Knowledge transfer.  
 

• Design and Consulting Approach – Avante provides consulting and performs the Requirements sessions 
and Definitions document and resources from the City performs the Configuration, testing and brings the 
system into production. Avante provides Administration training.  
 

 
As we stated we can tailor any of these approaches and can be very flexible in our deliver to the City. If we are your 
selected vendor we can work with the City to provide estimates for any future Phases of your deployment.  
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Post Deployment Administration and Configuration Consulting Package 

 
We also wanted to communicate to the City that once our customers are in production we can offer them a “Post 
Deployment Administration and Configuration Consulting Pack”. 
 
The intent of this offering is to help support your Administrators to manage and enhance your Cherwell deployment. 
We find that our customers who elect this offering feel strongly that over time they become better System 
Administrators and rely less on Avante to manage and enhance their system.  
 
For all customers that elect to self-support their Cherwell system post Go-live we recommend you purchase a post-
production Administration and Configuration Consulting and Assistance Package from Avante. This is a small block 
of time that allows you to request Avante resources to perform minor consulting or configuration work in a “By 
Request” method. Requests for support should be submitted in writing with a description of the work. Resources 
will be assigned based on availability. 
 
The following are some examples of the type of work our staff will provide for this proposal: Design and how to 
questions, One-step and Dashboard configuration, Basic form changes / updates, and Security Changes. 
 
Please note for any request that is more in line with a Project, we will contact you and advise you that a detailed 
Statement of Work would be required.  Should you wish to proceed, we will create a new SOW for that project with 
project deliverables and a cost estimate and submit to you for approval. The cost is based on our current 
Professional Services hourly rate. Our recommended minimum block of time for a support pack is 40 hours. You will 
be invoiced for the entire amount and have the time available for requested services. 
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