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Introduction 

Thank you for the opportunity to submit this proposal.   iVenture understands the unique IT needs of small 
business and non-profit organizations.  You will find that we are uniquely qualified to meet the current and 
long-term needs of the Town of Windermere. 

 

Founded in 2000, iVenture is on the leading edge of Information Technology, providing innovative IT 

solutions to leading Florida companies from our offices in Jacksonville, Orlando, and Tampa.  Our 

customers enjoy the peace of mind of knowing they have a proactive team of 146 IT experts who will 

solve problems, provide advice, and manage their IT securely and efficiently so they don’t have to worry 

about it. 

This engagement will include a cost-effective, inclusive support arrangement designed to provide high-

quality, reliable, and secure IT services.  The solution will include the following: 

• Strategic technology planning services 

• Management of all servers, cloud platforms, networks, and PCs.   

• Complete 24x7x365 monitoring 

• Network security tools and data protection 

• Help desk services. 

• Desktop and laptop support 

• Mobile device support 

• Unlimited remote and onsite hours for all included services 

Our solution will provide the Town of Windermere with the following benefits and features: 

• Cost-effective, inclusive service and support 

• Deep technical expertise required to support a fast-paced and growing business. 

• Special attention to the security requirements of your business.  iVenture is an SSAE19 audited 

organization. 

• Dynamic reporting and insight into all services provided by iVenture. 

• Integration with your staff and culture to ensure a successful start and long-lasting relationships. 

• Careful evaluation of infrastructure during the planning and procurement stages with time-tested 

and cost-effective recommendations to develop a best of class legal services organization that 

will effectively utilize hardware, software, cloud-solutions, and emerging technologies. 

 

Thank you again for the opportunity. 

Sincerely, 

 

Gray Mabry, Chief Executive Officer 
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1.  Company Background 

iVenture has been on the leading edge of Information Technology since 2000, providing customer-
oriented solutions to numerous businesses throughout Florida.  We implement IT projects and services 
that can provide above average returns on investment, significantly enhance productivity, and lower 
technology ownership costs. 

Current services offerings include: 

• Managed Support Services (Server, Network, PC, Cloud) 

• Help Desk 

• Hosted Desktops and Servers (Cloud based solutions) 

• Network Security 

• Data Center Services 

• Technology Assessments & Security 

• Technology Consulting 

• Disaster Prevention and Recovery 

iVenture’s customers include small, medium, and large organizations throughout Florida and across the 

US.  Many of our customers include well-known companies in healthcare, financial services, insurance, 

manufacturing, and legal industries.  These organizations have some of the most stringent and 

demanding expectations of their technology partners; iVenture has answered their call. 

A proud member of the CRN Tech Elite 250, which recognizes the most technologically advanced 

Information Technology providers in the United States, iVenture has been consistently recognized as a 

leader in developing network technology solutions, cloud solutions, and world-class support services.  

iVenture remains committed to incorporating the latest industry technological advances into the 

applications and solutions we provide.  To that end, iVenture is firmly committed to using industry leading 

products from such vendors as Cisco, Microsoft, Dell, VMWare, and Citrix, resulting in consistent success 

in providing our customers with the highest level of return and satisfaction. 

The advent of cloud computing has made iVenture’s long term strategic goal of offering customized 

solutions a reality. In 2009, iVenture launched the first of our Private Cloud offerings. Our Private Cloud 

Customers are realizing reduced costs, improved reliability and flexibility, and worry-free maintenance.  

iVenture’s multi-dimensional offerings and ongoing success relies heavily on our ability to build solid, 

long-term relationships with our customers.  We sincerely look forward to providing your organization with 

the highest quality solution. 

iVenture Solutions is an award-winning MSP, appearing on lists that speak to culture and technical 

expertise. iVenture has been consistently named a best place to work since 2015,and has most recently 

been recognized as a Great Place to Work in 2020. iVenture has been featured on the Inc 5000's list of 

fastest-growing companies 10 times in 20 years, first appearing in 2008. As for industry awards, iVenture 

has been featured in Channel Futures' MSP 501 list of the top 501 MSP companies in the world,and has 

been featured multiple years in the "Pioneer 250" category of the CRN MSP 500 list. 
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2. Experience 

2.01 Respondents must demonstrate the following:  

1. The firm must be established as a legal entity, be licensed in the State of Florida. 

a. iVenture Solutions is a privately held organization that was incorporated in Jacksonville, FL in 

October of 2000. 

2. The successful vendor will be expected to organize HELP DESK service calls efficiently and to 

ensure that there is NO significant computer downtime during normal working hours, generally 

7:30AM to 5:30PM, Monday through Friday, in addition to 24-hour operations for Public Safety. 

a. Access to our live help desk is available between 7:00AM – 7:00PM with after-hours on-call 

emergency support available for your organization is included in your monthly fee. 

b. See section 4. Service Approach for more details on iVenture’s Help Desk approach 

3. Experience in Public Safety Systems and Criminal Justice Information Systems (CJIS) Security Policy 

preferred.  This experience can be noted in the response.  Additionally, all IT vendors having access 

to the Town of Windermere servers must submit to a fingerprint and criminal history check conducted 

by the Windermere Police Department.  

a. The dedicated team that will be supporting your organization has extensive experience in 

supporting secure information technology systems. This past experience included 

onboarding, upgrading infrastructure, supporting end-users, supporting the technical 

environment, and understanding how data needs to be handled.  Additionally, all dedicated 

team members will comply with required fingerprint and background checks required.  Many 

of our team members have already undergone same/similar state background checks for 

other clients. 

4. Service approach demonstrating how the scope of work will be accomplished. 

a. Please see section 4. Service Approach for more details on the delivery of iVenture’s service 

approach and how the scope of work will be accomplished. 

5. Similar experience with organizations similar to the employment base as the Town of Windermere. 

a. iVenture services over 10,000 end users that range in their personal level of technical 

sophistication.  Users can vary between having below average expertise to having advanced 

technical knowledge.  Our goal is to ease the technical burden off of the user and provide 

everyone with the best customer service interaction as possible.  iVenture has experience in 

working with users that are 100% remote and we are able to deliver the same experience as 

if that user was located in the client’s respective office. 

6. Security measures that would be in place to ensure cyber security and an acknowledgement of 

accreditation standards set forth by the State of Florida as it relates to the Windermere Police 

Department.   

a. Please see Appendix A – Included Security Layers for iVenture’s security measures that 

would be in place to ensure cyber security. 

2.02 Supervision and Personnel  

1.  Respondent must demonstrate how the operation will be supervised and what current quality controls 

policies would be in place for the service.  

As a company, iVenture maintains a SOC 2 Type 2 security compliance, audited by an external 

party.  This provides an external audit of our security procedures and protocols.  As part of this initiative 

employees receive initial security training, monthly security awareness training, and work towards various 

certifications such as Security +.  iVenture maintains strict controls over access to our internal network, 

cloud networks and client networks.  All client information, including network information and passwords, 
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is treated as confidential and is stored in a protected, encrypted format. All access to client password 

information is restricted to access on a need-to-know basis and each access attempt is logged.  

2.03 Records 

1. Respondent shall be required to maintain records in accordance with local, State, and Federal Public 

Records Retention Requirements. 

a. From a service standpoint, our plan includes the following factors to help clients achieve 

compliance:  

i. Local and offsite backups for all server data is included.  Data is encrypted at-rest 

locally, in-transit, and at-rest at the remote site.  All data is logically segmented from 

other customer data. 

ii. Built in backup retention (included 90-day retention, can be customed at client 

request) 

iii. iVenture does not proactively delete any client production data from their systems. 

iv. iVenture routinely configures client email systems to retain data to meet regulatory 

retention requirements. 

3.  References 

1.) Grower Ketcham, PA 

a. Orlando, FL 

b. Tina Dunn, Manager, Information Systems  

c. Phone: (407) 718-7966 

d. Email: tdunn@ketmw.com  

e. Services Provided: end-to-end IT support (servers, network, desktop, helpdesk) & private 

cloud 

2.) LightPath Technologies 

a. Orlando, FL  

b. Erik Ferreira, Director of Information 

c. Phone: (407) 382-4003 ext. 368 

d. Email: eferrerira@lightpath.com   

e. Services Provided: end-to-end IT support (servers, network, desktop, helpdesk) & private 

cloud 

3.) Gulfcoast Legal Services 

a. St. Petersburg, FL 

b. Tammy Greer, Executive Director 

c. Phone: (727) 821-0726 

d. Email: tammyg@gulfcoastlegal.org   

e. Services Provided: end-to-end IT support (servers network desktop, helpdesk) 

 

4.  Service Approach  

Project Scope - Services Provided 

iVenture’s service plan is designed to provide end-to-end IT support to the Town of Windermere.  This 

includes complete desktop, network and server support, strategic IT planning, help desk support, and all 

of the necessary tools and services to protect the network. These services include a secure local and 

mailto:tdunn@ketmw.com
mailto:tammyg@gulfcoastlegal.org
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offsite backup, anti-virus, network filtering, firewall monitoring and patch deployment. The focus on this 

engagement is to Protect and secure technology facilities, ensure the efficient operation of the Town’s 

data processing networks and related computer systems in its defined user community and to enhance 

the quality of service of existing systems.  

Specif ic Services 

Discovery and Deployment 

Summary 

Prepare your IT environment and staff for a successful start 

Services 

During the Discovery and Deployment phase, we will setup and onboard the Managed Hardware and 

Support Software to prepare the Environment to receive the Monthly Recurring Services.  

• Deployment of the iVenture monitoring and management platform. 

• Documentation and inventory of the Environment. 

• Best-practice configuration of the Managed Hardware and Supported Software to prepare the 

Environment for monitoring and management. 

• Orientation and training for your staff at your primary business location (up to 8 hours).  

• Setup of any iVenture provided security and data protection tools included in this SOW. 

 

If deficiencies are discovered during the transition services, such as outdated equipment or unlicensed 

software, we will bring those issues to your attention and discuss the impact of the deficiencies on our 

provision of the Services and provide you with options to correct the deficiencies. 

 

Strategic Technology Planning and Account Management  

Summary 

High-level IT strategy and planning Services 

iVenture technical consultants serve as high-level IT strategists to help plan the future of your technology.  

• Multi-year technology planning and budgeting 

• Technology roadmap development 

• Annual meetings to review past IT performance 

• Best-practice standards recommendations 

• Executive level liaison between you and iVenture 

Help Desk Support 

Summary 

Fast help desk support for your users 

Services 
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The iVenture first response team gives your staff the fast help they need so they can stay productive.  

Our technicians will work with your staff remotely to resolve user and desktop IT issues. 

• Unlimited help desk via email, phone or web portal 

• Desktop remote control and shadowing 

• Help with many common IT problems and peripherals (logins, passwords, printing, desktop 

scanning, video cameras, remote access, connectivity, mobile device email).   

Supported Hardware: Desktop and laptop PC hardware, virtual desktops. 

Supported Software: Microsoft Windows desktop and Apple operating systems and core services (print/ 

scan, profiles, wired/wireless network services), common utilities (Adobe Acrobat, Adobe Flash, Java, 

internet browsers), Microsoft Office desktop applications (Word, Excel, PowerPoint, Outlook), Microsoft 

Office 365 and/or Google Apps for Business (login, chat, file access only), common desktop and web 

based applications, Apple iOS and Android OS (for the purposes of connecting to business email, files 

and/or remote access only). 

Server Management 

Summary 

Management, monitoring, and support of your servers and storage 

Services 

iVenture technicians and engineers will monitor, manage, and support your covered servers, software, 

and storage devices. 

• Unlimited expert support from server administrators and engineers 

• Monitoring and alerting of devices 24x7 (up/down, predictive failure, failed component, disk 

space, performance, service availability). 

• Retain critical alerts tickets for up to one (1) year. 

• Device management and configuration (manage system administrator accounts and groups, 

system configurations, and policies) 

• Performance optimization (CPU, memory, and disk queue) 

• Act as liaison with hardware and software vendors to resolve availability or performance issues 

• Perform minor software installations or requested changes (i.e., tasks that can be performed 

remotely and typically take less than thirty (30) minutes to complete) 

• Track hardware and software warranty/support expiration 

Supported Hardware: Server hardware, SANs 

Supported Software: VMWare, Microsoft Hyper-V, Microsoft Windows server operating systems and core 

services (Active Directory, DNS, file/print, fax, scan, profiles, network services), Microsoft Exchange, 

SQL, RDS, and Citrix.  

Server Protection Essentials 

Summary 

Essential protection for your servers (security patches, anti-virus, anti-spam, and web security) 
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Services 

iVenture provides essential protection for your servers to protect against threats.   

• Deploy service packs, security updates, and firmware updates as applicable and deemed 

necessary 

• Deploy, manage and monitor anti-virus agents and anti-virus updates 

• Remove viruses and repair infected systems to the extent reasonably possible using then-current 

removal techniques 

• Provide spam filtering for inbound email 

• Provide inbound email storage for up to five (5) days in the event of an email system failure  

• Provide a web filtering service using a global set of rules to block malware, botnets and other 

harmful web activity 

Supported Hardware: Server hardware, SANs 

Supported Software: VMWare, Microsoft Hyper-V, Microsoft Windows server operating systems and core 

services (Active Directory, DNS, file/print, fax, scan, profiles, network services), Microsoft Exchange, 

SQL, RDS, and Citrix.  

iVenture Vault Server Backup 

Summary 

The iVenture Vault server backup protects your critical data with secure local and offsite backups 

Services 

The iVenture Vault server backup is a fully managed backup solution for your Windows servers.  We will 

supply all necessary hardware, software and secure offsite storage to protect your data stored on 

Windows servers and monitor and manage your backups.  

• Backup Client’s data from Microsoft Windows server volumes on Managed Hardware to local 

storage, and to offsite storage in a geographically separate data center location. 

• Backups are full server snapshots and most files will be capable of being backed-up while in use; 

however, certain files may need to be closed for the snapshot to occur. 

• Offsite storage is included with the iVenture Vault in the amount defined the Order.  If offsite 

storage exceeds the included storage, the Client will automatically be billed in 1GB increments.  

Partial months will be billed as whole months. 

• All backups are encrypted “at rest” on both local and offsite storage using 128-bit or greater 

encryption.   

• Backups in transit to the offsite location are encrypted using SSL encryption. 

• Only authorized iVenture employees have access to backup data.   

• A backup will be taken of all managed servers every hour between the hours of 5:00am and 

12:00am EST to local storage. 

• Nightly, the previous day’s backups are consolidated and then securely copied to offsite storage. 

• Backups will be retained as followed: Intra-Day: 2 Days, Daily: 7 Days, Weekly: 5 Weeks, 

Monthly: 3 Months 

• iVenture will delete backups older than three (3) months as needed to make room for current 

backups. 

• Additional backup schedule and retention options are available for an additional fee.  
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• Individual files can be recovered by making a request to iVenture.  Files can be recovered to the 

original folder, or an alternate location.  

• In the event of a Managed Hardware failure in which the equipment is rendered unrecoverable, 

the data can be recovered to the original hardware after repair or to Client-supplied hardware; 

provided, however, the Client-supplied hardware must be the same, or compatible with, the 

hardware that was rendered inoperable. 

  

Public Cloud Platform Management 

Summary 

Management, monitoring, and support for your public cloud platforms 

Services 

iVenture technicians and engineers will monitor, manage, and support your cloud platforms 

• Unlimited expert support from system administrators and engineers 

• Monitoring and alerting of cloud platforms 24x7 (up/down, service availability). 

• Retain critical alerts tickets for up to one (1) year. 

• Configuration management (manage system administrator accounts and groups, system 

configurations, and policies) 

• Performance optimization (CPU, memory, and disk queue) 

• Act as liaison with cloud vendors to resolve availability or performance issues 

• Perform minor software installations or requested changes (i.e., tasks that can be performed 

remotely and typically take less than thirty (30) minutes to complete) 

Supported Software: Microsoft Azure and Amazon AWS Windows server instances 

Network Management 

Summary 

Management, monitoring, and support of your network devices 

Services 

iVenture technicians and engineers will monitor, manage, and support your covered network devices. 

• Unlimited expert support from network technicians and engineers 

• Monitoring and alerting of devices 24x7 (up/down, service availability). 

• Retain critical alerts tickets for up to one (1) year. 

• Device management and configuration (manage of administrator accounts and groups, system 

configurations, and policies) 

• Performance optimization 

• Act as liaison with hardware and software vendors to resolve availability or performance issues 

• Perform minor software installations or requested changes (i.e., tasks that can be performed 

remotely and typically take less than thirty (30) minutes to complete) 

• Track hardware and software warranty/support expiration 

Supported Hardware: Managed layer 2 and 3 switches, routers, firewalls, security appliances, VPNs, 

enterprise class wireless access points/controllers 
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Supported Software: Embedded firmware and related embedded software features  

Desktop Management 

Summary 

Management and support for your desktops and laptops 

Services 

iVenture technicians and engineers will manage and support your desktops and laptops so your staff can 

stay productive. 

• Unlimited expert support from desktop technicians 

• Monitoring and alerting 

• Device management and configurations 

• Add and remove user accounts, modify existing group memberships 

• Performance optimization 

• Act as liaison with hardware and software vendors to resolve availability or performance issues 

• Perform minor software installations or requested changes (i.e., tasks that can be performed 

remotely and typically take less than thirty (30) minutes to complete) 

• Track hardware and software warranty/support expiration 

Supported Hardware: Desktop and laptop PC hardware, virtual desktops  

Supported Software: Microsoft Windows desktop and Apple operating systems and core services (print/ 

scan, profiles, wired/wireless network services), common utilities (Adobe Acrobat, Adobe Flash, Java, 

internet browsers), Microsoft Office desktop applications (Word, Excel, PowerPoint, Outlook), Microsoft 

Office 365 and/or Google Apps for Business (login, chat, file access only), Apple iOS and Android OS (for 

the purposes of connecting to business email, files and/or remote access only). 

Desktop Protection Essentials 

Summary 

Essential protection for your desktop and laptops (security patches, anti-virus, and web security) 

Services 

iVenture provides essential protection for your desktops and servers to protect against threats.   

• Deploy service packs, security updates, and firmware updates as applicable and deemed 

necessary 

• Deploy, manage and monitor anti-virus agents and anti-virus updates 

• Remove viruses and repair infected systems to the extent reasonably possible using then-current 

removal techniques 

• Provide a web filtering service using a global set of rules to block malware, botnets and other 

harmful web activity 

Supported Hardware: Desktop and laptop PC hardware, virtual desktops  

Supported Software: Microsoft Windows desktop and Apple operating systems 

Application Support 
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Summary 

Technical support for your business applications to ensure availability and performance 

Services 

iVenture technicians and engineers will provide technical support for your business applications to ensure 

they are available and optimized. 

• Unlimited expert support from iVenture technicians 

• Add and remove user accounts, modify existing group memberships 

• Act as liaison with application vendors to resolve availability or performance issues 

• Perform minor software installations or requested changes (i.e., tasks that can be performed 

remotely and typically take less than thirty (30) minutes to complete) 

Supported Software: Common utilities (Adobe Acrobat, Adobe Flash, Java, internet browsers), Microsoft 

Office desktop applications (Word, Excel, PowerPoint, Outlook), Microsoft Office 365 and/or Google Apps 

for Business (login, chat, file access only), line of business application (applications that are specific to a 

particular industry and require specific client or industry knowledge to support and operate, and typically 

require customized installation and configuration), common desktop and web based applications.   

Additional Details 

Functional support such as training and usage assistance for your Supported Software is not included. 

You must maintain support agreements with all Supported Software vendors deemed critical by your or 

us, and ensure your staff is trained on your applications and available to test upon request by us.  

Supported Software vendors will be your primary resource for functional support.  

Two-Factor Authentication User Management 

Summary 

Support for two-factor authentication user management 

Services 

iVenture technicians and engineers will support two-factor authentication user management 

• Add and remove user accounts 

• Send mobile device enrollment links to users and provide remote assistance to enroll 

Supported Software: Duo, Microsoft Azure two-factor authentication 

Mobile Device Management Enrollment Support  

Summary 

Support for mobile device management platform enrollment 

Services 

iVenture technicians support enrollment of devices in mobile device management platforms 

• Send mobile device enrollment links to users and provide remote assistance to enroll 

• Remove devices from enrollment upon request 

Supported Software: Microsoft InTune 



 

 

Jacksonville: 7775 Belfort Parkway | Jacksonville, FL 32256 
Orlando: 1901 Summit Tower Blvd | STE 310 | Orlando, FL 32810 
Tampa: 11208 Blue Heron Blvd North | STE 200 | St. Petersburg, FL 33716 
www.iventuresolutions.com | 888-380-1235 

Page 12 

 

VoIP Phone System User Management 

Summary 

User management on your VoIP phone system 

Services 

iVenture technicians will manage users on your VoIP phone system 

• Add and remove user accounts, modify existing group memberships, and reset passwords via the 

VoIP phone system’s web interface. 

Supported Software: VoIP phone systems that provide a web interface to manage user accounts, group 

membership and passwords, and include support directly to you from the VoIP phone system service 

provider or from a third party specializing in your VoIP phone system. 

Additional Details 

You must maintain a support agreement directly with the VoIP phone system service provider or a third 

party that specializes in your VoIP phone system.  We do not support VoIP phone system features, 

including, but not limited to, call routing/path changes, phone number forwarding or porting, and call-plan 

and auto-attendant design.  Phone hardware support is not included.  Upgrades and updates are not 

included.  We do not provide any services for non-VoIP phone systems. 

Onsite Support Dispatch 

Summary 

Onsite support when you need it at your business locations 

Services 

• iVenture technicians will be dispatched to your business locations to resolve issues that must be 

handled onsite. 

• iVenture service coordinators will prioritize and schedule onsite visits with your staff 

These services apply only to the Environments managed by iVenture pursuant to a SOW. 

Project Services 

Summary 

Project work including installation of new hardware and software and data migrations 

Services 

iVenture project technicians and engineers will install new technology and perform upgrades and 

migrations outlined in your technology roadmap.  

• Unlimited access to project technicians and engineers to install and configure new hardware and 

software and perform data migrations as part of your technology roadmap, onsite and remote. 

• Routine moves, adds and changes of desktop PC hardware and software. 

• Technology architecture and design services. 

• Project management team to plan, schedule, and manage the required projects. 

These services apply only to the Environments managed by iVenture pursuant to a SOW. 
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Additional Details 

The timing of project services will vary from the time periods of non-project services.  Project services 

must be scheduled at least fourteen (14) days in advance for services requiring two (2) days of work or 

less, and at least ninety (90) days in advance for services requiring two (2) days or work or more.  For the 

purposes of scheduling, we will present you with a scope of the project services, and scheduling will 

begin after your approval 

Services will include the following to the extent approved by the Town Council and/or 

Town Manager 

A. Initial Assessment Review of the inventory, update network diagram, assessment of the system 

architecture, VPN Dispatcher Provider and equipment for efficiency, life expectancy, capacity, speed, 

and current processes, and make recommendations for improving routine support criteria and 

eliminating emergency maintenance situations. A report of this initial assessment shall be submitted 

by September 30, 2021, and each July 1st as long as the contract is in force. This is to allow for 

necessary budget planning for the upcoming year. 

a. As part of this engagement, during Onboarding and Discovery, iVenture will analyze your 

network, document your systems and deploy our essential tools and network standardization 

techniques.  Your Dedicated Team will work with you and your staff to learn more about your 

needs and ensure everyone knows how to get help from iVenture.  The best IT starts with the 

right design.  The Principal Consultant will learn more about your business technology needs, 

analyze your current setup to determine what’s working and what’s not, and will sit down with 

you to review your short and long-term IT road map.  This Initial Assessment Review will be 

made available to your team. 

B. Desktop Application Support Performance of basic support functions, including the installation of 

PC’s, laptops, mobile devices, printers, peripherals, and office software; diagnosis and correction of 

desktop application problems, configuring of PC’s, laptops and mobile devices for standard 

applications; identification and correction of user hardware problems, with advanced troubleshooting 

as needed; maintenance of an updated inventory of all related computer related hardware, to make 

available to City personnel upon request; and implementation of HELP Desk procedures under policy 

constraints of the successful vendor. 

a. As part of this engagement and included in your monthly fee, iVenture will provide support for 

basic functions such as:  installation of PC’s, laptops, mobile devices, printers, peripherals, 

and office software; diagnosis and resolution of desktop application issues, configuration of 

PC’s, laptops and mobile devices for standard applications that iVenture will be supporting 

throughout the engagement; identifying and resolving user hardware issues; provide asset 

inventory management; and provide Help Desk support.  iVenture will maintain records of 

inventory of all related computer related hardware and will provide this information to your 

staff upon request.  This engagement provides your staff with access to our Dedicated First 

Response Team (FRT) that provides fast help desk support for your users so that your staff 

can stay productive.  Our technicians will work with your staff remotely to resolve user and 

desktop IT issues.   

C. Server and Workstation Administrative Services Management of networks and computer systems, 

including complex applications, databases, messaging, servers and associated hardware, software, 

communications, and operating systems, necessary for performance, security, reliability, and 

recoverability of the systems. Scheduling of preventive maintenance for equipment in the areas of 

coverage is properly and promptly performed; maintenance of records for all HELP Desk tickets for 

on-site visits, remote support and telephone support is available; development of operations and 

quality assurance for backup plans and procedures are being followed. Configuration management, 
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including changes, upgrades, patches, etc. is maintained; management of user logins and password 

security is documented; and support of software products relating to servers and workstations; timely 

response to repair and maintenance work for the user. 

a. As part of this engagement, and included in your monthly fee, iVenture will service and 

manage networks and computer systems of your organization including: applications, 

databases, servers, associated hardware, software, and operating systems that are 

necessary for performance, security, reliability and recoverability of the systems.  iVenture 

establishes a standing maintenance window for all clients.  Any maintenance outside of those 

windows is communicated at least 24-hours in advance to the client and maintenance is 

performed only after client approval.  The default maintenance window, for example, for 

servers is Sunday morning 4:00AM – 10:00AM.  iVenture maintains records for all Help Desk 

tickets for on-site visits and remote support and this data is available to you upon request and 

also included in a big, picture snapshot in the detailed Monthly Report.  iVenture will provide 

configuration management (manage system administrator accounts and groups, system 

configurations, and policies) including changes, upgrades, patches, etc.  All access to client 

password information is restricted to access on a need-to-know basis and each access 

attempt is logged.  Our comprehensive All-Inclusive IT offering includes not only unlimited 

support, but also unlimited projects like upgrades and migrations.  For response time policy, 

iVenture’s SLAs are clearly defined.  Our culture is to exceed the published SLA< with the 

SLA becoming a fallback objective. 

D. Network Administration Services Maintenance and support of network equipment, including switches, 

firewalls, routers, and other security devices is included. Installation and maintenance of printers, 

scanners, network devices et al; analysis, routine configuration changes, and installation of patches 

and upgrades; minor cabling if needed; alert notifications in case of failure of equipment. Proactive 

monitoring of network equipment, including performance indicators to report on threshold limitations; 

network performance and capacity management services; continuous troubleshooting are required. 

Maintenance of network documentation for daily, weekly, and monthly services is required.  

a. As part of this engagement and included in your monthly fee, iVenture technicians and 

engineers will monitor, manage, and support your covered network devices (switches, 

routers, firewalls, security appliances, VPNs, wireless access points).  iVenture will be 

responsible for routine configuration changes, installation of patches and upgrades, minor 

cabling, and alert notifications in case of failure of equipment.  iVenture includes complete 

system monitoring and emergency/critical incident response.  iVenture believes in complete 

documentation and transparency and all ticket information is available to you. 

E. Email, Security and Backup Efforts Maintenance of Town email accounts using the Town domain, 

adding, changing, and/or deleting Town employee accounts as requested; maintenance of virus 

detection programs on the Town servers and user computers and laptops; performance of periodic 

security audits, including notification of suspected breaches of security to the Town designated 

person are required. Configuration of the Town systems to enable remote access in a secure 

environment, with provisions for remote access administration, as requested by the Town Designee is 

required. Requirements for a data backup policy, with procedures in place to handle daily, weekly, 

and monthly backup of the computer, data and information, email, and the like; program to restore 

systems and data if servers and/or computers go down, are required. 

a. As part of this engagement and included in your monthly fee, iVenture will provide support 

and administration of Town email accounts, including adding/delete Town employee accounts 

as requested.  iVenture includes a suite of security essentials that will be deployed during 

onboarding for the maintenance of virus detection on the organization’s servers, computers 

and laptops.  iVenture can perform security audits but in some instances iVenture cannot 

perform audits on themselves and would rely on a 3rd party.  iVenture will provide advice and 
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setup solutions for remote access and will help you plan for security around remote access.  

As part of this engagement, iVenture will deploy the iVenture Vault for your organization.  The 

iVenture Vault provides backup for your servers and includes hardware, software, local and 

offsite storage, data encryption, data retention, monthly test restores and unlimited recovery 

assistance.   

F. Planning Engineering, planning, and design services for major system enhancements and/or 

upgrades to existing systems; recommendations for future purchasing and technology needs, when 

requested or necessary. Installation of new equipment, software, and transfer existing data when 

acquired, will be needed. 

a. The Principal Consultant assigned to your organization will work closely with your team to 

understand the short and long-term business goals, budget and business landscape.  With 

this information the Principal Consultant is able to combine all aspects and present a rolling 

3-year IT roadmap.  This roadmap includes technology initiatives driven by business needs 

and changes, as well as routine technology maintenance (software renewals, hardware 

refresh, etc.) iVenture project technicians and engineers will provide technology architecture 

and design services for major system enhancements and/or upgrades to existing systems.  

iVenture technicians will perform installation of new equipment, software and perform data 

migrations as needed.   

5.  Cost Proposal  

Our services give your business the benefits of a full IT department without worrying about building and 

managing your own. It’s ideal for businesses without internal IT or IT managers wishing to refocus their 

internal IT team.   You get unlimited support, comprehensive security and focused strategy at a fixed 

monthly cost. 

Pricing Model Overview 

 All-Inclusive 

Description Everything in Unlimited Support plus 
unlimited project services/hours. 

Strategic Technology Planning and Account 
Management 

Yes 

Discovery and Deployment Yes 

Service Delivery Platform Yes 

Service Reporting Yes 

Secure Information Storage Yes 

Technology Design Yes 

Server Management Yes 

Network Management Yes 

Public Cloud Platform Management Yes 

Server Protection Essentials Yes 
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iVenture Vault Server Backup Yes 

Onsite Server / Network Support Dispatch Yes 

Help Desk Support Yes 

Desktop Management Yes 

Application Support Yes 

Desktop Protection Essentials Yes 

Onsite Desktop Support Dispatch Yes 

Two-Factor, VoIP, Mobile Device User Management Yes 

Project Services Yes 

Unlimited Moves/Adds/Changes Yes 

 

Service Plan Fee Schedules 

Full Complete Agreement Plan - All- Inclusive 

 3-Year Plan 

Monthly Fee   $7,140/month ($210/user)  

 

One-time Startup Fee 
(2x Monthly Plan Price)  

$14,280 

  

Hourly Rate for Project 
Services  

All-Inclusive plan includes project services at no additional charge 

Pricing Notes Based on 34 Users, unlimited servers, network devices, and PCs.  1TB 
compressed backup storage included with 90 days of retention.  Additional 
retention periods are available for no additional charge other than the 
additional storage that may be required (.15/GB) 

 

 

Fee Increases: We reserve the right to increase our Service-related fees under this SOW 
up to 3.2% once per twelve (12) months over the prior twelve (12) months’ 
fees without notice. In the event we increase our Service-related fees by 
more than 3.2% over the prior twelve (12) months’ fees or more often than 
once per twelve (12) months, we will provide you with no less than sixty 
(60) days prior written notice of the increase; then you will have a thirty (30) 
day window commencing immediately upon your receipt of notice of the 
increase (the “Notice Period”) to terminate this SOW. 
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6.  Required Forms 

Response Cover 
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Hold Harmless Agreement 
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Certificate of Insurance  
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Non-Collusion Affidavit   
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Drug Free Workplace Form 
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Service Level Agreements 

iVenture is a live answer help desk, therefore all support calls are answered in real time, avoiding 

anyone from ElderSource having to leave a message and wait for a return call. This support team is 

dedicated to answering inbound help desk level calls and resolving them in under 20 minutes.  The team 

handles 45% of all incoming support calls and most are resolved in 20 minutes or less. Callers do not 

need to wait for their dedicated engineer or field techs to become available to assist with help desk calls.  

The iVenture SLA is included below.  Our response times for items are based on the impact it has on the 

business, not on the actual item itself.  For example, if a stuck key on a keyboard is in the accounting 

department and not allowing invoices to be processed, this could fall into a priority 1 or priority 2 since it is 

a mission critical function.  If the stuck key is for the employee computer in the breakroom that is used for 

employees to surf the internet during their break, this would fall into a priority 5 as that it is not impacting 

productivity.  The impact to the business applies to the prioritization for all service issues that are 

submitted.   

Severity Description Business Hours 

Coverage 

24x7x365 

Coverage 

Priority 1 – 

Emergency 

Impacts entire business unit or company; is mission 

critical and there is no workaround available.   

Examples: Network is down and no one can work. 

Within 1 

Business Hour 

Within 1 Hour 

Priority 2 - 

High 

Impacts one to five individuals, no workaround, or 

limited workaround available. (e.g., PC with critical 

data won’t boot; single application is not available; 

email issues impacting a group of users.) 

Within 4 

Business Hours 

Within 4 

Business Hours 

Priority 3 - 

Medium 

Issue impacting workflow but workarounds available. 

(e.g., Can't check email from one computer using 

Outlook, but able to check email using iPad; can’t print 

to one printer but can print to another.) 

Within 1 

Business Day 

Within 1 

Business Day 

Priority 4 - 

Low 

Minor impact on productivity or inconvenience. (e.g., A 

temporary error message appears when launching an 

application; application is working but slowly.) 

Within 3 

Business Days 

Within 3 

Business Days 

Priority 5 – 

Non-Urgent 

No impact on productivity, or request for future service. 

(e.g., Advanced notice of new user setup.) 

Within 3 

Business Days 

Within 3 

Business Days 
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iVenture Team Structure  

 

  

 

 

 

 

 

 

 

 

 

 

 

• iVenture’s organizational structure is designed to provide customers with a high-level of personal 

service through a dedicated team of technology professionals, combined with additional 

technology technical expertise available from the company as a whole.   

 

• Our unique Dedicated Service Team model differentiates us from most managed service 

providers by giving you instant access to your own group of IT experts, each of them with deep 

technical experience and in-depth knowledge of your business.  Every team has a finite set of 

customers, enabling our experts to establish a close partnership with you that is predicated on 

trust and speedy responses to your needs. 

 

• Key personnel include a Team Lead, Principal Consultant, Account Manager, Onsite Engineers, 

Lead Engineer, and Systems Administrators & Engineers.   

 

• Your Dedicated Team is complimented within iVenture by several specialized groups throughout 

the company, including a First Response Team (Live-Answer Help Desk), Project Engineers, 

Business Services, and Network Operations/Innovation. 

 

• FRT (First Response Team) streamlines our resolution process: 

▪ Your ticket goes straight to the FRT team for resolution 

▪ 50% of all issues are resolved at this step 

▪ If necessary, FRT escalates ticket to your dedicated team for final resolution 

▪ You are kept informed throughout the entire process  

 

Your 
Dedicated 

Team
8-10 IT 
Experts

Help Desk

Project 
Team

Business 
Analytics

Network 
Operations

Principal 
Consultant
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Appendices 

Appendix A – Included Security Layers  

iVenture’s service plans include a baseline security offering designed to quickly increase the overall 

security of your network. The following items are included in your monthly iVenture fees at no additional 

charge. 

1. iVenture Vault – server based snapshot backup technology.  Full system snapshots are taken 

every 1 hour, data is stored locally and encrypted for near-instant restores, and sent offsite 

securely to iVenture managed secure storage.  This system allows for file level restores as well 

as full system restores in the event of hardware failure, software issue, or security breach. 

2. Test Restores – monthly test restores with full documentation to ensure your data is protected 

and recoverable. 

3. Crypto-Block – configurations are placed on your supported file-servers to block crypto-like 

activity before your data is infected or encrypted. The system blocks most encryption type hacks 

and ensures that your systems not impacted.  iVenture is notified of such attempts, the source, 

and can work with the user to further educate and prevent future occurrences. 

4. Complex Password Policies – policies are put in place to require complex passwords for all 

administrative and user accounts. 

5. Secure Device Accounts – iVenture changes all network device passwords to complex 

passwords, and creates separate iVenture and client administrative level accounts. 

6. Included Anti-Virus/Anti-Malware – a fully managed server and workstation anti-malware/anti-

virus protect to protect all machines. 

7. Included Web Filter Agent – web filtering for all workstations (regardless of location) to block 

harmful websites and code. 

8. Regular Administrative Password Rotation – monthly change of administrative accounts used by 

iVenture. 

9. Secure Data Storage – all data about your network and passwords is securely stored at iVenture 

in an encrypted database, protected by next-generation firewall technology and two-factor 

authentication.  

10. Secure Access – All iVenture employees undergo initial and periodic background checks.  All 

access to your systems by our staff is logged and reviewed. 
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Appendix B – References 

1.) Grower Ketcham, PA 

a. Orlando, FL 

b. Tina Dunn, Manager, Information Systems  

c. Phone: (407) 718-7966 

d. Email: tdunn@ketmw.com  

e. Services Provided: end-to-end IT support (servers, network, desktop, helpdesk) & private 

cloud 

2.) LightPath Technologies 

a. Orlando, FL  

b. Erik Ferreira, Director of Information 

c. Phone: (407) 382-4003 ext. 368 

d. Email: eferrerira@lightpath.com   

e. Services Provided: end-to-end IT support (servers, network, desktop, helpdesk) & private 

cloud 

3.) Gulfcoast Legal Services 

a. St. Petersburg, FL 

b. Tammy Greer, Executive Director 

c. Phone: (727) 821-0726 

d. Email: tammyg@gulfcoastlegal.org   

e. Services Provided: end-to-end IT support (servers network desktop, helpdesk) 
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Appendix C - Key Differentiators and Value-Adds 

iVenture is a unique managed services provider that brings extensive operational maturity specifically to 

small and medium size businesses.  

Some of our key differentiators are: 

• Our continued company growth and size is evidence of our operational success, all while staying 

focused on the needs of small and medium sized business.  We are one of the largest and most 

successful managed services providers serving this market in the state of Florida. 

• Our laser focus on small and medium businesses ensures that we do not stretch our talent 

focusing on the “big client” at the expense of current clients. 

• No single industry makes up more than 20% of our revenue and no single client makes up more 

than 5% of our managed services revenue. This ensures that we stay focused in providing great 

service to all clients and can withstand changes to any particular industry. 

• We are a security focused managed service provider.  Our SOC 2 Type II certification is a stamp 

of security approval.  This security audit reviews internal controls, policies, and processes with 

the following criteria: security, availability, processing integrity, confidentiality, and privacy.  

Passing this audit means iVenture is operating at the highest security standards.   

• Our team-based approach is designed to ensure that you can enjoy the benefits of working with 

an intimate group of IT professionals who truly learn your business and it’s unique needs, but also 

providing you access to the deep technical resources afforded by a larger company. 

• Our Principal Consultants are dedicated IT executives and managers and do not share roles such 

as account management, senior engineer, etc.  This allows them to focus on your strategic 

needs. 

• Strong Culture – iVenture is consistently recognized for our culture.  Happier employees lead to 

lower turnover, more dedicated and ultimately better service for you. 

• Complete transparency – our custom-built monthly reports give you both an executive level 

overview of your network and our services with optional deep-dive drilldowns to learn more about 

exactly what is happening. 

• Our comprehensive All-Inclusive IT offering is truly a set monthly cost that you can budget.  This 

includes not only unlimited support, but unlimited projects like upgrades and migration.  Our goal 

is to provide you with financial predictability by eliminating surprise bills. 

 

 

 

 



 

 

Jacksonville: 7775 Belfort Parkway | Jacksonville, FL 32256 
Orlando: 1901 Summit Tower Blvd | STE 310 | Orlando, FL 32810 
Tampa: 11208 Blue Heron Blvd North | STE 200 | St. Petersburg, FL 33716 
www.iventuresolutions.com | 888-380-1235 

Page 29 

 

 

Appendix D – Team Makeup  

 

 


