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Service Requirements/Company Requirements 
 

History/Qualifications 
 
The Walker Group was founded by current CEO, Kate Emery, in 1985. At the time, microcomputers were 
making their way into businesses and they needed to be managed professionally. Recognizing a 
tremendous opportunity, Kate left her corporate position as a systems engineer to become an 
entrepreneur. Over the years, Walker experienced tremendous growth and now employs 40 employees. 
During the 2000’s, Kate welcomed a son to her family and parenthood changed her outlook on the role 
business has on society. It was during this time that Kate formulated Walker into a Social Enterprise, 
where one-third of annual profits would be dedicated towards non-profits and community renewal 
organizations. Through tenacious lobbying efforts at the Capitol, Kate helped pass legislation allowing CT 
businesses to register as a B-Corp. Much has changed since Walker’s founding, including the 
technologies and services Walker provides; however, the same values from the early days persist. If 
Walker attracts top talent and makes decisions with both its clients and employees in mind, the results 
will follow. Walker is commonly listed as an admirable place to work in business publications and its 
engineers are frequently asked to serve on panel discussions. Today, the day-to-day operations are led 
by Jessica Rich (Managing Partner/VP of Business Operations) and Todd Bailey (Managing Partner/VP of 
Technology Services). Together, Jessica and Todd are committed to keeping Walker at the forefront of 
new technological advancements while increasing market share at a manageable growth rate. 
 
Today, The Walker Group provides many services to our clients including (but not limited to): 

 IT Managed Services (Walker has provided IT Managed Services for 33 years) 

 Networking Projects (including wireless) 

 IT Security Audits 

 Server Migrations 

 Virtualization Projects 

 Backup Disaster Recovery Planning 

 Cloud Migrations (Google, AWS, Azure, Office365) 

 Hardware/Software Procurement 

 Strategic Technology Advisory Services 

 Digital Marketing 

 IT and Digital Marketing Project Management 

 

The Walker Group provides IT services to 59 non-profits throughout Connecticut and to roughly 300 
organizations overall. Our clients range from small sized (less than 10 employees) to mid-sized. Walker 
delivers a proactive, consultative approach to our clients. While many IT consultants claim to be 
proactive and consultative, below are some specific reasons why Walker is effective in delivering our 
approach. 

 

 Walker seeks to understand our clients’ business goals/long-term needs before 

recommending IT upgrades. In doing so, Walker is instrumental in helping our clients’ 

navigate their IT budgeting, long-term technology planning and best practices 

management.    

 Walker can proactively monitor our clients’ IT network to uncover potential issues before 

they occur. This saves our clients from many instances of painful downtime and after-

hours emergency supports. 

 Walker’s engineers will proactively transfer their knowledge to in-house IT staff. 
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 Multiple Walker engineers will become knowledgeable with each of our clients’ 

infrastructure and network. This prevents a single point of failure and enables Walker to 

maintain a 98% satisfaction rating on supports provided. 

 Project Management services for all projects. This helps ensure that projects are 

completed on-time and within budget. The project manager will coordinate all 

Walker/client resources and will not close out the project until the project is completed to 

the clients’ satisfaction. Walker projects receive an average net promoter score of 90. 

Please see summary below describing project management services. 

Description of Project Management Services Engagements: 

 Assignment of a Project Manager 

 Creation of a work plan: review and outline of the Client's objective(s), The Walker Group's proposed 
solution, along with project goals, objectives and determined resources 

 Project Manager assignment of engineering resource(s) 

 Project Coordinator to schedule resource(s) and project date(s) 

 Coordinate and hold Project Kick-off Call: Project Team introductions, review of the signed quote, 
budget, schedule, assumptions, risk mitigation and contingency plans (if necessary) 

 Execution Phase: Project Manager will collaborate with assigned engineer(s) during the project and 
communicate with the Client on performance, progress, and/or any necessary adjustments that may 
impact the project 

 Completion: Project Manager will review the project performance with the Project Team and provide a 

final report to the Client, as needed 

 

References 
 

 

Hartford Foundation for Public Giving  

Andrew Halpryn 

Senior IT Manager 

(860) 548-1888 x1004  

ahalpryn@hfpg.org 

 

Cleary Benefits Group, Inc. 

Tracy Muller 

Office Manager 

(203) 791-0390 

tmuller@cbgi.com 

 

Girl Scouts of Connecticut 

Denise Hebner 

Chief Administrative Officer 

(203) 239-2922 x3349 

DHebner@gsofct.org 

 

  

 

 

ahalpryn@hfpg.org
mailto:tmuller@cbgi.com
mailto:DHebner@gsofct.org
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Anti-Virus/Anti-Malware Management 
Walker will implement a centrally managed security solution that includes both anti-virus and anti-
malware modules. By having a centrally managed solution, Walker will be able to push updates to all 
servers and workstations simultaneously and will not need to touch each machine individually. 
Additionally, Walker will remotely monitor the security solution to ensure it is functioning properly. 
 
Software Updates and License Tracking 
The Walker Group will implement CFMC’s Windows software updates. Before installing any updates to 
CFMC’s production environment, Walker will wait at least a week after a release to ensure Microsoft has 
debugged any initial issues and to allot time for Walker’s remote services team to perform our own 
testing. Walker will schedule updates to automatically run on Friday mornings between 12am and 4am so 
that users are unlikely to experience any disruption.  

 
Backup Management 
The Walker Group will coordinate with CFMC to establish an IT backup disaster recovery strategy that is 
customized to the organization’s needs. When developing an IT backup disaster recovery strategy, the 
three most important items to consider are your organization’s RPO (Recovery Point Objective), RTO 
(Recovery Time Objective) and IT Continuity Plan. RPO refers to the point in time CFMC wishes to be able 
to recover from, RTO refers to how quickly CFMC wishes to be able to recover and IT Continuity Plan 
refers to the plan in place for continuing business should something happen to CFMC’s office. Walker will 
be monitoring CFMC’s backups and also performing restorability tests on a monthly basis. The 
restorability tests are important, because even if Walker’s remote monitoring tools detect that the 
backup software is transmitting backups successfully, the tools won’t prove the integrity of the backup 
data. 

 
Hardware Lifecycle Management 
Walker has a dedicated purchasing manager that will be tracking CFMC’s hardware/software inventory 
list and notifying CFMC’s main contact 60-days in advance of support/warranty agreement expiration 
dates. CFMC’s account manager will review your inventory list with you during your budget planning 
phase for the next fiscal year and inform you of spends that should be included. The notification emails 
from Walker’s purchasing manager should simply serve as reminders of the exact renewal dates. 

 
Strategic Technology Planning 
Walker will schedule an annual meeting with CFMC’s leadership to discuss IT budget planning and best 
practices (including IT disaster recovery). This meeting will be held during an onsite quarterly visit and 
both CFMC’s Account Manager and Primary Engineer will be present. Additionally, Walker will make 
CFMC’s leadership aware of any emerging technologies that could assist the organization. 

 
What does the process of migrating to your company typically look like? 
The Walker Group utilizes a 90-day onboarding process with our new IT Managed Services clients. The 
onboarding process includes: 

 Internal Kickoff Meeting 
o This internal Walker meeting is scheduled by your Account Executive with the Walker 

team members that will be assigned to CFMC’s account. These team members include 
your Primary Engineer, Account Manager and the Director of Client Service. The Account 
Executive will debrief team members on the information learned during the sales process 
to ensure expectations are properly relayed and that there’s a smooth sales-to-delivery 
team transition. 
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 New Client Kickoff Meeting 
o Your Account Executive will schedule the new client kickoff meeting and this will be held 

at CFMC’s office. The objectives of this meeting will be to: 
 Meet your Walker team members (Account Manager, Primary Engineer and 

Director of Client Service) 
 Review services in greater detail 
 Discuss best practice methods of coordinating with Walker 
 Determine Walker’s main contact at CFMC 

 1st Onsite Visit from Primary Engineer 
o The primary engineer will focus the majority of their time documenting your 

infrastructure. These notes will be placed in our client management system and will be 
made available to our remote services team so they’ll have the necessary information 
needed when troubleshooting service tickets. Additionally, the primary engineer will 
assist our remote services team in installing our remote monitoring agents on CFMC’s 
server and workstations. All onsite visits will either begin or end with a meeting with 
CFMC’s main contact.  

 45-Day Touchpoint Meetings 
o Your Account Manager will visit CFMC’s office to review: 

 Satisfaction 
 Service Usage 
 Any challenges or concerns identified 
 Areas for improvement 

 90-Day Touchpoint Meeting 
o Your Account Manager will invite CFMC’s main contact and leadership team to Walker’s 

office to review: 
 Satisfaction 
 Service Usage 
 Any challenges or concerns identified 
 Areas for improvement 
 Written recommendations for improving technology/IT security posture 
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Organization Chart 
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Identify whether a team or specific contacts will be assigned to CFMC, and how communication is 
handled for implementation and ongoing support. 
 
As a Walker client, you’ll have a team of experts and no single point of failure. Below are the Walker team 
members that will be assigned to CFMC and a description of how they will communicate during either 
implementations or ongoing supports. Specific team members will be assigned to CFMC upon agreeing to 
work with Walker. Please see the resume section to review some of our engineer’s qualifications. 
 

 Primary Engineer (Main Technical Contact) 
o The primary engineer will serve as CFMC’s primary technical contact. They will become 

most familiar with your systems and your organizational approach towards leveraging 
technology. The primary engineer will be responsible for performing preventative 
maintenance tasks, assisting Walker’s helpdesk team with supports and providing strategic 
guidance to CFMC’s leadership.  

 Account Manager (Main Customer Service Contact) 
o The account manager will serve as CFMC’s primary customer service contact. They will be 

responsible for coordinating annual planning meetings, addressing questions related to 
service or invoices and coordinating with the purchasing manager on hardware/software 
purchases. Ultimately, it’s the account manager’s responsibility to ensure you’re satisfied. 

 Remote Services Coordinator 
o Walker’s Remote Services Coordinator will serve as CFMC’s frontline contact for any 

service tickets submitted via phone, email or Walker’s service portal. The Remote Services 
Coordinator reviews submitted tickets and then assigns the proper helpdesk engineer 
based on skillset and availability. Walker created the Remote Services Coordinator role 
during 2018 to improve on Walker’s ability to provide industry leading first call resolution 
rates. Currently, Walker’s helpdesk team is successfully resolving 92% of support tickets on 
the first call. 

 Scheduling Coordinator 
o The scheduling coordinator will be responsible for scheduling all regularly scheduled visits 

with your primary engineer, onsite visits with project engineers and any other onsite 
supports. 

 Purchasing Manager 
o The purchasing manager will coordinate all renewals and will partner closely with your 

account manager regarding new hardware/software purchases. 

 Project Engineers 
o Walker has five high-level project engineers that will assist CFMC with its infrastructure 

upgrade projects. 

 Project Manager 
o All projects will be assigned to a project manager. The project manager will coordinate 

resources, conduct a kickoff call, set milestones and provide a project summary upon 
completion. The project manager will not close out the project until it is completed to 
CFMC’s satisfaction. 

 
Describe your company’s technical support process, including means of access, tracking and completion 
notifications. 
 
The following is an example scenario. A CFMC employee is experiencing issues with their workstation. The 
employee will submit a service ticket to Walker’s helpdesk team using either email, Walker’s support 
portal or phone. The employee will have the option to code the ticket “red” if the matter is urgent. 
Walker’s Remote Services Coordinator will receive the ticket within minutes and assign it to the proper 
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helpdesk engineer. For non-emergency service tickets, Walker’s helpdesk engineer will typically respond 
within 45 minutes of the ticket submission. Walker’s engineer will call the employee and remote into their 
workstation to begin troubleshooting. 92% of service tickets are resolved on the first call. If the helpdesk 
engineer determines that a higher-level engineer or an onsite visit is required to resolve the issue, then the 
engineer will escalate the service ticket. Once the helpdesk engineer posts the service ticket to Walker’s 
escalation board, Walker’s Scheduling Coordinator will reach out to the employee to coordinate a phone 
call with a higher-level engineer or an onsite visit. The employee will have access to Walker’s support 
portal and can track the status of their service ticket and review the engineers’ notes. CFMC’s primary 
engineer and account manager will be automatically notified of all service tickets submitted. Once the 
service ticket is resolved and closed, the employee will be emailed a survey. 98% of supports result in 
positive feedback; however, if the employee was dissatisfied, CFMC’s account manager will follow up.   
 
Does your firm have a written Code of Conduct, Ethics Policy, and/or Conflict of Interest Policy? 
The Walker Group has a Standards of Business Conduct Policy and an Employee Handbook that set forth 
ethical standards that all employees are to acknowledge and abide by. These policies educate and 
discourage employees from partaking in anti-competitive and unethical behavior, including conflicts of 
interest. Walker has never been cited by any state or federal regulators for violations of any laws. Jessica 
Rich (Managing Partner) serves as Walker’s compliance officer. 
 
Describe certifications and insurance policies carried by your firm. 
Walker’s engineers have diverse backgrounds and carry many different certifications. Some of these 
certifications include A+, Net+, Security +, CWTS, VTSP and CP. Walker’s engineers have experience with 
Dell, Cisco, HP, Nutanix, VMware, Apple, Aerohive, Microsoft and several other vendors’ products. 
 
Walker maintains, on an annual basis, commercial general liability, automobile liability and workers’ 
compensation insurance at or above industry standards. Walker also carries an umbrella liability policy of 
$5M. A certificate of insurance can be provided upon request. 
 
Disclose all conflicts of interest your firm has in serving as the Community Foundation’s IT Managed 
Services provider. 
Walker doesn’t have any conflicts of interest in serving as the Community Foundation’s IT Managed 
Services provider. 
 
In what ways does your firm support a vibrant and productive non-profit community? 
The Walker Group has both a business mission and a social mission and is setup as a social enterprise. 1/3rd 
of Walker’s profits are donated towards non-profit and community organizations. The majority of Walker’s 
non-profit donations are dedicated towards reSET, an organization that provides education and resources 
to entrepreneurs. reSET was founded by Walker’s CEO, Kate Emery. Given Walker’s activeness within the 
non-profit community, non-profits comprise a large percentage of our clientele. To assist non-profits with 
staying current with technology, Walker automatically applies a 20% discount on our services.  
 
 

Resumes 
Resume of a Primary Engineer 
Job Summary 
The primary engineer is accountable for serving as a network specialist on dedicated client accounts, as 
well as handle extra support and project work. The primary engineer will focus on proactively maintaining 
their clients’ network environments, which includes performing server maintenance, daily task list items 
and making the necessary recommendations to achieve network integrity and stability. 
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Expertise/Responsibilities 

 CompTIA Network Plus Certification 

 Networking Design and Maintenance 

 LAN/WLAN Management 

 Switching 

 Server Maintenance 

 Virtualization 

 Workstation Deployments and Maintenance 

 Windows Server/Active Directory 

 Microsoft Office 

 Google Admin/Google G Suite 

 Project Management 

 Troubleshooting 
Professional Experience before Walker 

 Meriden Board of Education – IT Specialist (2010-2018) 
o Perform network device and server installations and troubleshooting 
o Create training materials and facilitated training for users and fellow IT staff in software 

and hardware systems use 
o Support day-to-day operations of 12 school buildings and 8,000 devices as part of a larger 

district technical support team 
o Led and assisted on multiple district-wide technical projects 
o Oversaw two high school renovation projects over four years as part of a technical team 

 Central Connecticut State University – Student IT Technician (2010) 
o Administered first level support and maintenance for 2,000 classroom stations and 

computer labs campus-wide. 
o Provided technical support for computer hardware/software, classroom A/V devices and 

peripherals. 
o Selected to a team in charge of testing/implementing new operating system images and 

builds on campus. 
 
Resume of a Systems Engineer 
Job Summary 
The Systems Engineer is accountable for the implementation and oversight of projects and will provide 
mentoring to other engineers. The Systems Engineer will also be involved with extra visits and escalation 
support as well as some design work related to client environments and projects.   
Expertise/Responsibilities 

 Work with c-level decision makers to assist with business initiatives and strategic IT planning 

 Make recommendations for reducing operating costs associated with IT 

 Design, install and upgrade all aspects of an IT Network 

 Manage servers, routers, network switches, firewalls, remote and network managements 
software 

 Collaborate with primary engineers, architects and other team members on the implementation, 
testing, deployment and integration of network systems 

 Provide detailed and written documentation of completed work 

 10+ years IT experience 
Professional Experience before assuming Walker Systems Engineer position 

 The Walker Group – Primary Engineer (2008-2012) 

 Aplicare, Inc. – Systems Administrator (2001-2008) 
o Standardized infrastructure 
o Researched, designed and implemented wireless temperature probe system for 
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sterilization cycles 
o Maintained LAN, WAN and server infrastructure for CT and W. Virginia locations 

 
Resume of a Helpdesk Engineer 
Job Summary 
The Helpdesk Engineer is accountable for assisting clients in need of remote support.  The Helpdesk 
Engineer will ensure a timely response and appropriate resolution to clients having technical issues that 
have reached out to The Walker Group’s helpdesk department. 
Expertise/Responsibilities 

 Resolving workstation performance issues 

 Server, network and internet outage triage 

 General remote access issues, including mobile device configuration 

 Virus/Malware triage 

 New user ID creation 

 New end-user error messages 

 End-user password changes/account unlocking 

 User account disablement, discretely and securely 

 Server/workstation hardware troubleshooting 

 Operating system and software troubleshooting 

 New server-based error messages identified from Walker’s remote monitoring service 

 Indirect network hardware troubleshooting for switches, routers, firewalls 

 Printer troubleshooting (non-hardware based) 

 General mail flow issues and spam filter adjustments 

 Firewall port and web filter adjustments 

 File restores 
Professional Experience before Walker 

 ProHealth Physicians – Helpdesk Technician (2015-2017) 

 Halloran & Sage LLP – Systems Support Specialist (2012-2015) 

 Atlantic Inertial Systems/Goodrich – Client/Server Analyst (2008-2011) 
 
 

Proposal Requirements 
 
The Walker Group is proposing the following services/solutions to fulfill the needs described in CFMC’s 
RFP. 
 
OnCall (Helpdesk) 
With standard support hours of 7AM-7PM Monday through Friday (excluding standard holidays), Walker’s 
dedicated Help Desk team can provide remote support for items including: 

 Workstation performance issues  

 Server, network and internet outage triage  

 General remote access issues, including mobile device configuration 

 Virus/malware triage 

 New user ID creation  

 New end-user error messages  

 End-user password changes/account unlocking  

 User account disablement, discretely and securely 

 Server/workstation hardware troubleshooting  

 Operating system and software troubleshooting  
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 New server-based error messages identified from our remote monitoring service  

 Indirect network hardware troubleshooting for switches, routers, firewalls  

 Printer troubleshooting (non-hardware-based)  

 General mail flow issues and SPAM filter adjustment  

 Firewall port and web filter adjustments  

 Issues flagged from our OnPoint Monitoring service 

 File restores 

 

OnPoint: Servers/Workstations/Anti-Virus & Anti-Malware 
OnPoint is Walker’s Remote Monitoring and Management service protecting the performance, status and 
overall health of your systems. Monitoring is provided 24/7/365. When critical thresholds are met, or 
unusual activity is detected, we will investigate, troubleshoot and take the necessary steps to resolve the 
underlying problems. 
 
To ensure system health, OnPoint automates system and application patches, updates and manages anti-
virus and anti-malware and alerts Walker’s support team to identify and resolve problems before they 
impact users, providing our clients with maximum protection and productivity.  
 
Included is Walker’s Anti-Virus/Anti-Malware solution, which offers the peace of mind knowing that agents 
are installed, up to date and working to protect your network from malicious attacks; our team is ready to 
react and respond to any alerts of suspicious activity. 
 
OnPoint includes a monthly report of the historical data recorded by our monitoring software, conducted 
by a remote services engineer, with an eye toward uncovering trends and potential problems. Your 
primary engineer and account manager will make you aware of any concerns and business impact of these 
issues along with recommendations to remediate. This report is emailed to your main contact. 
 
 
OnPoint: Cloud BDR Service 
With Walker’s Managed OnPoint Backup and Disaster Recovery solution, we provide monitoring and 
oversight of your backup solution to ensure your data is protected and available when you need it. In 
addition to the 24/7/365 monitoring and alerting, we perform regular BDR maintenance tasks to help 
ensure the health of your backup hardware and solution overall, which include:  

 Review & remediation of critical errors, job failures and temperature alerts 

 Regular audit & adjustment of the Offsite Synchronization settings 

 Monitoring of the Data Growth Rate and any corresponding recommendations 

 Strategic adjustments to the Retention Policy settings  

 File restore test and validation 

 Paused job detection and remediation 

 
OnSite 
Walker’s onsite service provides clients with regularly scheduled quarterly visits from their primary 
engineer who will get to know your users, your network and your organization and can then better help 
you leverage technology. During these visits, your primary engineer will conduct a thorough check of your 
environment to ensure alignment with best practices and security standards which are designed to keep 
your network operating at peak performance and to prevent issues that could cause downtime. They will 
understand your environment and your business and will work closely with our OnCall and OnPoint teams, 
along with your Account Manager, to review reports and trends and steer you in the direction of higher 
efficiency and performance. 
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Datto Backup Solution 
Walker will implement and support Datto’s hybrid on premise/cloud backup solution. Walker recommends 
Datto, because the architecture of their solution provides single location organizations with redundant 
backups. With this solution, CFMC’s data will be backed up to a local Datto appliance within your 
datacenter and also to Datto’s cloud datacenters. If CFMC’s production NAS were to fail, the process of 
restoring data to a new NAS will be quicker since the data is already onsite. In the unfortunate case of an 
office building disaster, a copy of CFMC’s data will be hosted in Datto’s cloud datacenter. 
 
Content Web Filtering 
Walker recommends that CFMC implement a content web filtering solution at the firewall level and will 
make a recommendation within the first 90-days of engagement. 
 
 
 

Investment Summary 
 

 Annual Recurring Fees One-Time 
Hardware/Software 
Costs 

One-Time 
Hardware/Software 
Installation Costs 

OnCall $2,400   

OnPoint: Servers $3,552   

OnPoint: 
Workstations 

$840   

OnPoint: AV/AM $480   

OnPoint: Cloud 
BDR Service 

$4,200   

OnSite $5,600   

Datto Backup 
Solution 

$1,140 (cloud 
retention fees) 

$1,293 $1,400 

Content Web 
Filtering 

TBD   

Totals $17,072 $1,293 $1,400 

***Please note that Walker has applied its 20% non-profit discount and the term will be  
1 year. The non-profit discount exceeds the commercial client discount for both 2 and 3 
year terms. Included with OnCall are 2 hours of support per month at a $100 hourly rate. 
Additional OnCall hours will be billed at $125 per hour. Managed Services fees will be 
invoiced quarterly. Pricing for services are based upon the information provided in the 
RFP’s Existing Technical Environment Overview and can change based upon changes to 
CFMC’s environment. 

 
 

 


