Request for Proposal (RFP): Managed IT Support & Security Services
Organization Overview
[bookmark: _Int_WIMDFWA3]Carter Hears! is seeking proposals from qualified IT service providers to deliver comprehensive, ongoing technology support. At Carter Hears!, we’re more than an educational consultancy, we’re champions for the Deaf and Hard of Hearing community. We partner with schools across the Southeast and beyond to create meaningful, accessible learning experiences for students. We have a distributed team that relies heavily on secure, user-friendly technology systems.
Purpose of This RFP
We are looking for a proactive IT partner, not just reactive support, who can:
· Troubleshoot day-to-day technical issues
· Strengthen our cybersecurity posture
· Support team members with varying levels of tech proficiency
· Provide strategic guidance on systems, tools, and best practices
· Create a hard drive back up of all digital files
Scope of Services
1. Help Desk & End-User Support
a. Remote support for staff (and onsite if applicable)
b. Troubleshooting hardware, software, and connectivity issues
c. Support via multiple channels (email, ticketing system, phone, etc.)
d. Defined response and resolution times (SLAs)
2. Device & System Management
a. Setup and onboarding of new devices/users
b. Ongoing maintenance of laptops, desktops, and mobile devices
c. Software installation and updates
d. Management of cloud-based tools (e.g., Google Workspace, Microsoft 365, etc.)
3. Cybersecurity & Risk Management
a. Security audit and risk assessment
b. Implementation of best practices (MFA, endpoint protection, etc.)
c. Monitoring for threats and vulnerabilities
d. Staff training on phishing, password hygiene, and safe practices
e. Incident response planning and support
4. Network & Infrastructure Support
a. Management of Wi-Fi, VPN, and network performance
b. Troubleshooting connectivity issues
c. Recommendations for improvements and scalability
5. Strategic IT Guidance
a. Ongoing consultation on tech stack and tools
b. Budgeting and planning for future IT needs
c. Recommendations for improving efficiency and security
Key Priorities
We are especially interested in vendors who:
· Can communicate clearly with non-technical staff
· Take a proactive (not just reactive) approach
· Have experience with small to mid-sized organizations
· Prioritize security and data protection
· Offer scalable services as we grow
Geographic Preference
We strongly prefer vendors who are:
· Based in or have a significant presence in South Carolina
· Able to provide support during Eastern Time business hours
· Available for occasional onsite support (as needed) within South Carolina
Proposal Requirements
Please include the following in your submission:
· Company Overview
· Background, size, and relevant experience
· Experience working with organizations similar to ours
· Service Approach
· How you deliver support (tools, processes, communication)
· Onboarding process
· Ongoing account management
· Security Approach
· Your methodology for assessing and improving security
· Tools and frameworks used
· Service Level Agreements (SLAs)
· Response and resolution times
· Availability (hours of support, emergency support, etc.)
· Pricing Structure
· Monthly/retainer costs
· Hourly rates (if applicable)
· Any onboarding or setup fees
· References
· At least 2–3 client references
Timeline
RFP Issued: 4/28/2026
Questions Due: 5/11/2026
Proposal Deadline: 5/15/2026
Selection Notification: 5/29/2026
Anticipated Start Date: 7/1/2026

Submission Instructions
Please submit proposals to: Executiveassistant@carterhears.com 
Include “IT Services RFP Submission – [Company Name]” in the subject line.

Evaluation Criteria
Proposals will be evaluated based on:
· Alignment with scope and needs
· Experience and expertise
· Communication and approachability
· Cost/value
· References
