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Ladies and Gentlemen, enclosed is the Orange County Housing Finance Authority’s Board of Directors
meeting agenda package; scheduled as follows:

Date:
Time;
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Wednesday, May 7, 2025

8:30 a.m.

Orange County Administration Center

1st Floor — Commissioners Chambers

201 Rosalind Avenue - Orlando, Florida 32801

Should you have any questions, need additional information, or you will not be attending the meeting,
please contact me as soon as possible at (407) 894-0014.

2211 E. Hillcrest Street, Orlando, Florida 32

803 | Office (407) 894-0014 | Fax (407) 897-6679 | Website: www.ochfa.com



ORANGE COUNTY

HOUSING FINANCE AUTHORITY

FRANTZ DUTES OCHFA BOARD OF DIRECTORS MEETING AG E N DA
EXECUTIVE DIRECTOR May 7, 2025 ~ 8:30 A.M.

PUBLIC COMMENT]
BOARD OF DIRECTORS
CURTIS HUNTER CONSENT AGENDA
CHAIR
A. GENERAL ADMINISTRATION
RAY COLADO
VICE CHAIR f._Adoption of April 2, 2025, Board of Directors Meeting minutes] P3.35
. Ratification of April 2, 2025, Joini/ Ad Hoc Commitiee Meeting minutes] Pa.57
‘WIL STAMPER
BOARD MEMBER B. EXECUTIVE DIRECTOR’S OFFICE
Susy J [I. Multi-Family Housing Revenue Bonds Pipeline Report) Fa.39
S
BSA:D ;;J:ER . Consider approval of the Recommendation to select a firm to provide Managed Information|
[Technology Services) Pg-10-104
MARK LEWIS 3. Consider approval of the Authority’s updated Personnel Policies and Procedures Manual] [Po. 105-154
BOARD MEMBER . Bond Refunding Guidelines) [Pg-158-160

C. FINANCIAL MANAGEMENT

i, Acknowledgement of the consolidated balance sheet for the Operating Fund; acknowledgement
jof the Tollowing: combined statement of revenues/ expenses changes in retained earnings]
[FY 2025 operating fund comparison of budget vs. actual, FY 2025 operating fund comparison of

jctual revenues & expenses; summary of OCHFA's operating fund investments, Pa. 16171
2. GAP Loan Report] Po 172173

D. PROGRAM OPERATIONS

[I. Acknowledgement of the Current Status of the Single-Family Homeowner Revenue Bond (HRB)

Program] Po 172169
. Acknowledgement of the Multi-Family Occupancy Report) [Po. 185197

DISCUSSION AGENDA

A. EXECUTIVE DIRECTOR

OTHER BUSINESS
[L. Procedure for Election of Chair and Vice Chair] [Pg. 190-194
2. Appointment of Committee Members) Po.193

Section 286.0105, Florida Statutes, states that if a person decides to appeal any decision made by a board, agency, or commission with respect to any matter
considered at a meeting or hearing, he or she will need a record of the proceedings, and that, for such purpose, he or she may need to ensure that a verbatim record
of the proceedings is made, which record includes the testimony and evidence upon which the appeal is to be based.

La Seccion 286.0105 de los Estatutos de la Florida establece que si una persona decide apelar cualquier decision tomada por una junta, agencia 0 comision con
respecto a cualquier asunto considerado en una reunion o audiencia, necesitara un registro de los procedimientos y que, para tal fin, es posible que deba asegurarse
de que se haga un registro literal de los procedimientos. cuyo expediente incluye los testimonios y las pruebas en que se basara la apelacion.

2211 E. Hillcrest Street, Orlando, Florida 32803 | Office (407) 894-0014 | Fax (407) 897-6679 | Website: www.ochfa.com
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Seksyon 286.0105, Lwa Florida, deklare ke si yon moun deside fe apel kont nenpot desizyon ki te pran pa yon tablo, ajans, oswa komisyon ki gen rapd ak nenpot
pwoblém konsidere nan yon reyinyon oswa yon odyans, li pral bezwen yon dosye sou pwosedi yo, e ke, pou rezon sa yo, li ka bezwen asire ke yon dosye vebal
nan pwosedi yo fét, ki dosye gen ladan temwayaj ak prév ki montre apel la dwe baze.

Orange County does not discriminate on the basis of race, color, national origin, sex, age, religion, disability or family status. Those with questions or concerns
about nondiscrimination, those requiring special assistance under the Americans with Disabilities Act (ADA), and those requiring language assistance (free of
charge) should contact the Title VI/Nondiscrimination Coordinator at access@ocfl.net or by calling 3-1-1 (407-836-3111).

If you are hearing or speech impaired, you may reach the phone numbers above by dialing 711.

El Condado de Orange no discrimina por motivos de raza, color, origen nacional, sexo, edad, religion, discapacidad o situacidn familiar. Aquellos que tengan
preguntas o inquietudes sobre la no discriminacion, aquellos que requieran asistencia especial segin la Ley de Estadounidenses con Discapacidades (ADA) y
aquellos que requieran asistencia lingiiistica (gratuita) deben comunicarse con el Coordinador de No Discriminacion/Titulo VI en access@ocfl.net o llamando 3-
1-1 (407-836-3111).

Si tiene problemas de audicion o del habla, puede comunicarse con los nimeros de teléfono anteriores marcando 711.

Orange County pa fe diskriminasyon sou baz ras, koulé, orijin nasyonal, séks, laj, relijyon, andikap oswa sitiyasyon fanmi. Moun ki gen kesyon oswa enkyetid
konsenan non diskriminasyon, moun ki bezwen asistans espesyal dapre Lwa Ameriken andikape yo (ADA), ak moun ki bezwen asistans nan lang (gratis) ta dwe
kontakte Kowodonate Tit VI/Nondiscrimination nan access@ocfl.net oswa Ié yo rele 3-1-1 (407-836-3111).

Si w gen pwoblém pou tande oswa pou w pale, ou ka kontakte nimewo telefon ki anwo yo le w konpoze 711.

OCHFA AGENDABOARD.DOCX | pg. 2
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ORANGE COUNTY HOUSING FINANCE AUTHORITY

BOARD OF DIRECTORS C. HUNTER | R. COLADO | W. STAMPER | S. JETTE | M. LEWIS

OFFICIAL MEETING MINUTES

Meeting:  Board of Directors Meeting Date: Wednesday, April 2, 2025 Time: 8:30am
Location: Orange County Administration Center — Commissioners Chambers — 1t Fl., 201 S. Rosalind Ave., Orlando, FL.

Board Members Board Members  OCHFA Staff OCHFA Professionals County Staff

PRESENT NOT PRESENT PRESENT PRESENT PRESENT

Curtis Hunter Susy Jette Wil Stamper Frantz Dutes M. Guzman  Mike Watkins, Esq. D. Philippe

Chair Board Member Board Member Executive Director R N ata| GTLaw Fiscal Business Svcs

Ray Colado Mark Lewis 0. Adetayo C. Price Austin Kofi M. Lively

Vice Chair Board Member Chief Financial Officer o Roman Co-Managing Underwriter, Raymond James Fiscal Business Svcs
S. Tan

Director Program Operations

MEETING CONVENED: There being a quorum present, and in the absence of the Chair and Vice Chair, Frantz Dutes, Executive Director,
called the meeting to order at 8:30 a.m. Before proceeding with the agenda, Mr. Dutes, reported that on March 11, 2025, the Orange County
Board of County Commissioners appointed Mr. Mark Lewis and Ms. Susy Jette to replace the Authority’s current Chair, Vernice Atkins-Bradley
and Vice Chair, Kenneth Hughes. Mr. Dutes provided an opportunity for Mr. Lewis to introduce himself. Ms. Jette joined the meeting later on,
and introduced herself at that time.

Election of Chair and Vice Chair:

Mr. Dutes, addressed the Board regarding the election of the Board’s Chair. He asked the Board for a nomination for the position of Chair.
Board Member Mark Lewis nominated Board Member Ray Colado to serve as Chair; a second to the motion was not secured. Mr. Colado,
then nominated Board Member Curtis Hunter, to serve as Chair, seconded by Mr. Hunter. There being no further discussion, the Board elected
Mr. Curtis Hunter to serve as Chair — Motion / Second: R. Colado/ C. Hunter — Aye by voice vote, all present.

As the newly elected Chair, the meeting was turned over to Chair, Curtis Hunter to preside. He opened the floor for nominations for the position
of Vice Chair. Board Member Mark Lewis, nominated Board Member Ray Colado to serve as Vice Chair, seconded by Chair, Curtis Hunter.
There being no further discussion, the Board elected Ray Colado, to serve as Vice Chair — Motion / Second: M. Lewis/ C. Hunter — Aye by voice
vote, all present.

PUBLIC COMMENT(s): No comment(s).

CONSENT AGENDA:

A. GENERAL ADMINISTRATION
1. Adoption of March 5, 2025, Regular Board of Directors Meeting minutes.

B. EXECUTIVE DIRECTOR’S OFFICE
1. Multi-Family Housing Revenue Bonds Pipeline Report.

C. FINANCIAL MANAGEMENT
1. Acknowledgement of OCHFA'’s Operating Fund Investments. Acknowledgement of the consolidated balance sheet for the
Operating Fund; acknowledgement of combined statement of rev(s)/ exp(s)/ changes in retained earnings; acknowledgement
of FY 2025, operating fund comparison of budget vs. actual; acknowledgement of FY 2025, operating fund comparison of
actual revenues & expenses; acknowledgement summary of OCHFA's operating fund investments.
2. GAP Loan Report.
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D. PROGRAM OPERATIONS

1. Acknowledgement of the Current Status of the Single-Family Homeowner Revenue Bond (HRB) Program.
2. Acknowledgement of the Multi-Family Audit Period.

ACTION TAKEN

There being no discussion, the Board approved the Consent Agenda items.

MOTION / SECOND: R. Colado/ M. Lewis AYE BY VOICE VOTE:  All Present  NAY BY VOICE VOTE: ABSTAINED:

DISCUSSION AGENDA:

A. EXECUTIVE DIRECTOR

CONSIDER APPROVAL OF THE REIMBURSEMENT RESOLUTION FOR MULTI-FAMILY TAX-EXEMPT BONDS FOR
TUPPERWARE HEIGHTS PHASE | (NAME TBD) APARTMENTS, IN AN AMOUNT NOT-TO-EXCEED $74MM.

Mr. Dutes, addressed the Board regarding consideration of a Reimbursement/ Inducement Resolution (#2025-02), for Multi-Family Tax-
Exempt Bonds, for the proposed Tupperware Heights Phase-| Apartments in the amount of $74MM. He stated that the Authority received
the application from the Developer, Orlando Housing Associates XIV, LLLP — Dominium Development Group — under the Authority’s 2025
Open Cycle Allocation Process.

Mr. Dutes stated that the proposed Tupperware Heights Phase-I is a 300-unit new construction community. The physical address is at
this time “To Be Determined” (TBD), it is currently described as 0 S. Orange Avenue, Orlando, FL 32824. He also stated that the proposed
development will consist of 62 (sixty-two) 2-beds/2-bath units; 172 (one hundred seventy-two) 3-beds/2-bath units; and 66 (Sixty-six) 4-
beds/2-bath units, with rents ranging from $1,423 - $1,834 per month. The proposed development team meets the Authority’s requirements,
and the project will have a Set-aside of 100% at 60% or below of the Area Median Income (AMI). Mr. Dutes reviewed the proposed
preliminary financing sources during the construction and permanent phase. He concluded by stating that the Debt Service Coverage
(DSC) ratio is 1.11, which exceeds the Authority’s minimum requirement of 1.10. Brief discussion ensued.

ACTION TAKEN

There being no discussion, the Board approved Reimbursement (Inducement) Resolution (#2025-02); authorizing the Inducement of
Multi-Family Tax-Exempt Bonds in an amount not-to-exceed $74MM, for the acquisition, construction and equipping of Tupperware
Heights Apartments Phase | (name TBD) and authorization for staff and Bond Counsel to submit a Notice of Intent to the Florida Division
of Bond Finance, and complete the underwriting process.

MOTION / SECOND: R. Colado/ C. Hunter AYE BY VOICE VOTE:  All Present NAY BY VOICE VOTE: ABSTAINED:

CONSIDER APPROVAL OF THE REIMBURSEMENT RESOLUTION FOR MULTI-FAMILY TAX-EXEMPT BONDS FOR
TUPPERWARE HEIGHTS PHASE Il (NAME TBD) APARTMENTS, IN AN AMOUNT NOT-TO-EXCEED $56MM.

Mr. Dutes, addressed the Board regarding consideration of a Reimbursement/ Inducement Resolution (#2025-03), for Multi-Family Tax-
Exempt Bonds for the proposed Tupperware Heights Phase-Il Apartments in the amount of $56MM. He stated that the Authority received
the application from the Developer, Orlando Housing Associates XIV, LLLP — Dominium Development Group — under the Authority’s 2025
Open Cycle Allocation Process.

Mr. Dutes stated that the proposed Tupperware Heights Phase-Il is a 228-unit new construction community. The physical address is at
this time “To Be Determined” (TBD), it is currently described as 0 S. Orange Avenue, Orlando, FL 32824. He also stated that the proposed
development will consist of 44 (forty-four) 2-beds/2-bath units; 124 (one hundred twenty-four) 3-beds/2-bath units; and 60 (sixty) 4-beds/2-

ORANGE COUNTY HOUSING FINANCE AUTHORITY | 2211 HILLCREST ST. | ORLANDO, FL 32803 | 407-894-0014 | WWW.OCHFA.COM Pg 4
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bath units, with rents ranging from $1,423 - $1,834 per month. The proposed development team meets the Authority’s requirements, and
the project will have a Set-aside of 100% at 60% or below the Area Median Income (AMI). Mr. Dutes reviewed the preliminary financing
sources during the construction and permanent phase. He concluded by stating that the Debt Service Coverage (DSC) ratio is 1.11, which
exceeds the Authority’s minimum requirement of 1.10.

Board Member Colado, inquired about the simultaneous construction of Phases | & Il. Mr. Dutes, asked Ms. Katessa Archer, Vice President
with the Dominium Group, to respond to this inquiry. Ms. Archer, informed the Board that the phases will be built independently with some

sequencing. Brief discussion ensued.

ACTION TAKEN

There being no discussion, the Board approved Reimbursement (Inducement) Resolution (#2025-03); authorizing the Inducement of
Multi-Family Tax-Exempt Bonds in an amount not-to-exceed $56MM, for the acquisition, construction and equipping of Tupperware
Heights Apartments Phase Il (name TBD) and authorization for staff and Bond Counsel to submit a Notice of Intent to the Florida Division
of Bond Finance, and complete the underwriting process.

MOTION / SECOND: R. Colado/ M. Lewis AYE BY VOICE VOTE.  All Present NAY BY VOICE VOTE: ABSTAINED:

OTHER BUSINESS

NEW BOARD MEMBER ACKNOWLEDGEMENT

Frantz Dutes, Executive Director, acknowledged the Authority’s newest Board Member, Susy Jette. Ms. Jette, joined the Board Members
at the dais, and introduced herself to the Board and provided a brief history of her professional background and experience.

ADJOURNMENT
There being no further business, Chair Curtis Hunter, adjourned the meeting at 8:51 a.m.

ATTEST:
FRANTZ DUTES CURTIS HUNTER
EXECUTIVE DIRECTOR BOARD MEMBER

END OF MINUTES PREPARED BY OLYMPIA ROMAN

ORANGE COUNTY HOUSING FINANCE AUTHORITY | 2211 HILLCREST ST. | ORLANDO, FL 32803 | 407-894-0014 | WWW.OCHFA.COM Pg 5



ORANGE COUNTY HOUSING FINANCE AUTHORITY

BOARD OF DIRECTORS C. HUNTER | R. COLADO | W. STAMPER | S. JETTE | M. LEWIS

OFFICIAL MEETING MINUTES

Meeting:  Joint/ Ad Hoc Committee Date: Wednesday, April 2, 2025 Time: 9:15a.m.
Location: Orange County Administration Center — 15t FL — Room #105, 201 S. Rosalind Ave., Orlando, FL.

Committee Members OCHFA Staff

PRESENT PRESENT

Curtis Hunter Ray Colado | Susy Jette | Mark Lewis Frantz Dutes Olukayode Adetayo Olympia Roman
Committee Chair Member Member Member Executive Director Chief Financial Officer Staff

MEETING CONVENED: There being a quorum, Committee Chair, Curtis Hunter, called the meeting to order at 9:15 a.m. He informed the
Joint/ Ad Hoc Committee that the purpose of the meeting is to review and discuss the responses received from the Request for Proposal (RFP)
issued by the Authority for Managed Information Technology Services and the Authority’s proposed revisions to the current Personnel Policies
and Procedures Manual.

MANAGED INFROMATION TECHNOLOGY SERVICES - REQUEST FOR PROPOSALS EVALUATIONS AND SCORING

Mr. Dutes, provided a brief overview and chronology of the Authority’s published Request for Proposal (RFP) for Managed Information
Technology Services issued by the Authority. He reported that in December 2024, the Authority distributed the RFP to 35 (thirty-five) information
technology companies; and a formal response was received from 10 (ten) companies. He also reported that an internal team comprised of
the Executive Director, Chief Financial Officer and the Director of Program Operations, independently reviewed and scored each
response received. In addition, the Authority’s current IT provider, Calloway Networks reviewed the top three (3) responses, and provided
an analysis of the responses.

Mr. Dutes provided the Committee with staff's recommendation of the top three (3) firms in order of scoring: 1) Bayshore Interactive; 2)
Rolle IT; and 3) eResources (It on Demand). Bayshore Interactive and Rolle IT had the same score. The team recommended Bayshore
Interactive because of its location and proximity to our office. He concluded by stating that the RFP process outlined above was transparent,
impartial and fair; and that staff is requesting a recommendation from the Committee to the Board authorizing staff to negotiate and
execute a contract with Bayshore Interactive, and for staff to formally terminate negotiations with the top ranked firm if staff is unable to
arrive at a negotiated agreement and commence negations with the next ranked company until a successful negotiation is reached. Brief
discussion ensued.

ACTION TAKEN

There being no further discussion, the Committee recommends that the Board Authorize staff to negotiate and execute a contract with
Bayshore Interactive, and for staff to formally terminate negotiations with the top ranked firm if staff is unable to arrive at a negotiated
agreement and commence negations with the next ranked company (Rolle IT) until a successful negotiation is reached; and recommends
that it be presented to the Board for approval at its May 7, 2025, Board of Directors meeting.

MOTION / SECOND: M. Lewis / R. Colado AYE BY VOICE VOTE:  All Present NAY BY VOICE VOTE: ABSTAINED:

OCHFA PERSONNEL POLICIES & PROCEDURES MANUAL - PROPOSED UPDATES

Mr. Dutes, provided an overview of the Authority’s proposed Personnel Policies & Procedures Manual. He informed the Committee that to
ensure that the Authority’s policies are aligned with changes in the workforce, the manual was updated to include changes in the Family
Medical Leave Act (FMLA), remote work and travel policy, along with other revisions. He also reported that the manual serves as a
resourceful reference guide that can be used by staff, management and board members. He concluded by stating that the Authority
received input from its General Counsel in developing the manual and their comments have been incorporated.

Pg. 6
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The Ad Hoc Committee recommends that staff submit the Personnel Policies and Procedures Manual to the Board for approval at the
upcoming May 7, 2025, Board Meeting. Brief discussion ensued.

ACTION TAKEN

There being no further discussion, the Committee recommends adoption of the Authority’s proposed Personnel Policies and Procedures
Manual at its meeting on May 7, 2025.

MOTION / SECOND: R. Colado / C. Hunter AYE BY VOICE VOTE.  All Present NAY BY VOICE VOTE: ABSTAINED:

ADJOURNMENT
There being no further business, Curtis Hunter — Committee Chair, adjourned the meeting at 9:43 a.m.

ATTEST:
FRANTZ DUTES CURTIS HUNTER OLYMPIA ROMAN
EXECUTIVE DIRECTOR COMMITTEE CHAIR MINUTES PREPARED BY

ORANGE COUNTY HOUSING FINANCE AUTHORITY | 2211 HILLCREST ST. | ORLANDO, FL 32803 | 407-894-0014 | WWW.OCHFA.COM
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|-l ORANGE COUNTY
ﬁl /ﬁ HOUSING FINANCEAUTHORITY
Ul

FRANTZ DUTES
EXECUTIVE DIRECTOR

BOARD OF DIRECTORS

CURTIS HUNTER
CHAIR

RAY COLADO
VICE CHAIR

‘WIL STAMPER
BOARD MEMBER

SuUSY JETTE
BOARD MEMBER

MARK LEWIS
BOARD MEMBER

CONSENT ITEM

MEMORANDUM
TO: | OCHFA Board of Directors
FROM: | Frantz Dutes, Executive Director
DATE: | March 20, 2025
MULTI-FAMILY HOUSING MORTGAGE REVENUE BONDS
RE: | PIPELINE REPORT

MAY 7, 2025 REGULAR BOARD OF DIRECTOR’S MEETING

The Multi-Family Housing Mortgage Revenue Bond Pipeline Report is attached. As of
March 20, 2025, we have 2,001 units in process, and a total of $398,373,650 in bonds
issued/pending.

ACTION REQUESTED: Information Only

2211 E. Hillcrest Street, Orlando, Florida 32803 | Office (407) 894-0014 | Fax (407) 897-6679 | Website: www.ochfa.com
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OCHFA MULTI-FAMILY HOUSING MORTGAGE REVENUE BONDS PIPELINE REPORT April 30, 2025

Application Inducement Bond Resolution Total Develpment
Developtment/ Developer Location Units Bond Amount PP ) P Per Unit Cost Status
Received Approved Approved Cost
Orange County Leased Housing 0 South Orange Avenue L X
300 74,000,000 132,578,352 * 441,927 ko
Assoclates XXV, LLP orlanda, FL S ,000, 2/25/2025 4/2/2025 $ ,578, $441, Application Under Review
Orange County Leased Housing 0 South Orange Avenue o .
228 56,000,000 100,880,008 * 442,456 *
Associates XXV, LLP Orlando, FL S ,000, 2/25/2025 4/2/2025 S ,880, $442, Application Under Review
Valencia Trace (FL) Owner LP/Aztec 101 Grande YalenC|a 279 S 47,000,000 11/12/2024 1/8/2024 S 82,107,838 * $358,550 " Ap‘phcan.t Working on
Parent Trace Drive Financial Structure

1255 Plymouth Sorrento

180 37,000,000 7/3/2023 9/6/2023 11/6/2024 62,938,003 349,656 Under C tructi
Road Apopka FL 32712 ? /3/ /6/ /6/ $ $ nder Construction

The Waters/Dominium

3225 West Colonial Dri
52 At Park/Lincoln Avenue Capital Orlaisdo ;’Log”z'gog”ve 300 $ 55,500,000 8/12/2021 10/6/2021 10/4/2023 S 102,402,544 $341,342 Under Construction

Southwick Commons/Wendover 461 East 7th Street

_ 192 % 31,000,000 8/27/2021 10/6/2021 12/6/2023  $ 64,786,980 $337,432 Under Construction
Housing Apopka FL 32703
i 102 Cinderlane Pk
e e L TR 13,500,000 8/19/2021 10/6/2021 5/1/2024 $ 28,435,040 $273,414 Under Rehabilitation
of America Orlando FL 32808

i i 2000 Rosecliff Circl
Huntington Reserve/Lincoln oseciit tircle 168 S 34,373,650 7/21/2023 9/6/2023 8/7/2024 $ 62,237,897 $370,464 Under Rehabilitation
Avenue Capital Sanford FL 32773

Destination

i i Applicant Worki

Catchlight Crossings Phase Parkway/Adjacent tothe 150 25,000,000 4/8/2022 10/5/2022 $ 47,459,974 * $316,400 * pplicant Working on

lli/Wendover Housing Financial Structure

Convention Center

Destination
i i Applicant Worki
Catchlight Crossings Phase Parkway/Adjacent tothe 150  $ 25,000,000 4/8/2022 10/5/2022 $ 47,459,974 * $316,400 * pplicant Working on
IV/Wendover Housing ) Financial Structure
Convention Center
2,000 $ 398,373,650 S 731,286,610 S 365,461
NOTES:

*Preliminary subject to change
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FRANTZ DUTES

EXECUTIVE DIRECTOR

BOARD OF DIRECTORS

CURTIS HUNTER
CHAIR

RAY COLADO
VICE CHAIR

WIL STAMPER
BOARD MEMBER

SuUSY JETTE
BOARD MEMBER

MARK LEWIS
BOARD MEMBER

ORANGE COUNTY
HOUSING FINANCE AUTHORITY

CONSENT ITEM

MEMORANDUM

TO: | OCHFA Board of Directors

FROM: | Frantz Dutes, Executive Director

DATE: | April 14, 2025

CONSIDER APPROVAL OF THE RECOMMENDATION TO SELECT A
Re:  FIRM TO PROVIDE MANAGED INFORMATION TECHNOLOGY

SERVICES.
MAY 7, 2025 REGULAR BOARD OF DIRECTORS’ MEETING

BACKGROUND

On May 1, 2024, the Board approved the Authority’s Strategic Plan for fiscal year 2024-2027. One of the goals
adopted was the “further integration and enhancement of OCHFA's operational, financial and information
management systems, enabling the Authority to achieve its mission through the most efficient utilization of
resources.” As we proceeded to ensure that the appropriate support systems are in place to achieve this goal, the
Board decided that it would be best to secure the services of a new firm to provide Managed Information
Technology Services. A Request for Proposal (RFP) was discussed in much detail at our Ad Hoc Committee
meeting conducted in November 2024.

In an effort to ensure that OCHFA’s information management systems are efficiently utilized, on
December 4, 2024, the Board approved the issuance of a Request for Proposal (RFP) for Managed Information
Technology Services. On December 12, 2024, staff distributed the RFP to 36 (thirty-six) local providers of
managed information technology services. Realizing that the volume of response to the RFP was lower than what
had been anticipated, we extended the deadline to submit date to February 3, 2025.

We received a formal response to the RFP from 10 (ten) qualified management information technology services
firms. An internal team comprised of the Executive Director, Chief Financial Officer and the Director of Program
Operations, independently reviewed and scored each response received. Shortly thereafter, the team convened
to review the scoring and arrive at a consensus score for each response received. Additionally, we engaged our
current IT Consultant and they also concurred with our evaluation and scoring of the top three responses received.
A copy of the RFP, along with staff evaluations, responses from the top three (3) companies, and our IT
Consultant’'s analysis are attached.

In our opinion, the RFP process outlined above was transparent, impartial and fair. On April 2, 2025, the Ad Hoc
Committee recommended Board approval for staff to negotiate and execute a contract with Bayshore Interactive,
and for staff to formally terminate negotiations with the top ranked firm if staff is unable to arrive at a negotiated
agreement and commence negations with the next ranked company until a successful negotiation is reached.

ACTION REQUESTED

Board approval for staff to negotiate and execute a contract with Bayshore Interactive, and for staff to
formally terminate negotiations with the top ranked firm if staff is unable to arrive at a negotiated
agreement and commence negations with the next ranked company until a successful negotiation is
reached.

2211 E. Hillcrest Street, Orlando, Florida 32803 | Office (407) 894-0014 | Fax (407) 897-6679 | Website: www.ochfa.com
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Managed Information Technology Services Evaluation

Staff Overall Scores

CRITERIA
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FRANTZ Total Score

Bayshore 22 22 17 25 0 86

CMIT 20 20 17 20 0 77

eResources 20 22 17 25 0 84

i-Tech 22 19 18 20 0 79

i-Venture 22 22 5 10 0 59

Orlan Tech 22 22 18 10 0 72

Rolle IT 22 22 17 25 0 86

Sem Tech 20 20 15 15 0 70

Taylor Works 20 20 15 15 0 70

Team Logic 22 20 18 10 0 70
KAYODE

Bayshore 22 22 17 25 0 86

CMIT 20 20 17 20 0 77

eResources 20 22 17 25 0 84

i-Tech 22 19 18 20 0 79

i-Venture 20 22 5 10 0 57

Orlan Tech 22 22 18 10 0 72

Rolle IT 22 22 17 25 0 86

Sem Tech 20 20 15 15 0 70

Taylor Works 20 20 15 15 0 70

Team Logic 22 20 18 10 0 70
SHAWN

Bayshore 22 22 17 25 0 86

CMIT 20 20 17 20 0 77

eResources 20 22 17 25 0 84

i-Tech 22 19 18 20 0 79

i-Venture 20 22 5 10 0 57

Orlan Tech 22 22 18 10 0 72

Rolle IT 22 22 17 25 0 86

Sem Tech 20 20 15 15 0 70

Taylor Works 20 20 15 15 0 70

Team Logic 22 20 18 10 0 70
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IT Support Candidate Review

An unbiased review provided by Richard and Jason Calloway

3/17/2025

Candidate 1 - Bayshore Interactive
Pros:

o All their tech support employees are based out of ORLANDO

e Actually located in ORLANDO

e 6 engineers will be dedicated to OCHFA

e Specifically will assume responsibility for the phone system

e Bayshore Data Backup Centers (no more tapes)

e Large company, been around for a long time, great reputation, lots of positive feedback from
clients 10+ years ago

e Actually mention on-site support

e Can't go wrong with a large company, but it will be a less personalized experience.

Candidate 2 - IT on Demand
Pros:

e Already supports a government housing authority client

e Already supports a multi-family property management firm

e Experience in Yardi

e They specifically mentioned experience in Hyper-V virtualization platform (OCHFA uses Hyper-V)
e Provides application development

e General types of organizations their clients represent are similar to OCHFA

e Previous clients that are also housing authorities, mostly remote support

e Closest Office in Ocala
e Never mentions on-site support (need to clarify and specify)
e Seems to be boiler-plate support strategy

Candidate 3 - Rolle IT
Pros:

e Bigclients
e Mentions customized IT support (perl scripts need support or replacement)
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e Specifically mentions PFSENSE firewall support
e Specifically mentions Hyper-V

e Disabled Vet owned husband wife team owned
e DOD and Federal clients

e Founded 2019 only 6 years old?
e Located in Melbourne (pretty far for on-site work)
e Mostly remote support for clients

Conclusion:

All three of these candidates are fine IT companies capable of supporting OCHFA. We would not
hesitate to recommend any of them. We recommend you base your final choice on the personal
relationship you must establish between your organization and the candidate’s account representative
to OCHFA. You MUST have a single, dedicated account representative that answers to you. All other
things considered, the quality of this potential relationship will define your organization’s overall
satisfaction with your IT partner. Please reach out if we can clarify any of our observations above.

Have a blessed day!

Rick and Jason
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MANAGED SERVICES PROPOSAL

Prepared exclusively for:
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Introduction:

This IT support proposal describes the services that the Orange County Housing Finance
Authority will receive from Bayshore Interactive, Inc.

Purpose:

The client depends on the IT helpdesk, software and services (together: ‘the IT system’)
that are maintained and supported by the supplier.

This IT support proposal sets out how the IT supplier (Bayshore Interactive) will provide
maintenance and support services for the IT system. It describes for which items the
supplier will provide support, what activities it will perform, and how the client can
expect problems with the IT system to be handled.

SCOPE:

Parties:
This IT Network Management Proposal is between:
The Client: The Supplier:
Orange County Housing Finance Bayshore Interactive
Authority
2211 East Hillcrest Street 4700 Millenia Blvd. Suite 200
Orlando, FL 32803 Orlando, FL 32839
Key contact:Frantz Dutes Key contact: Tommy Orndorf
fdutes@ochfa.com tommy@bayshore.net
407-894-0014 321-710-0920
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Equipment, Software and Services Covered:

This proposal covers the equipment, software and services listed on the table below. This list
may be updated at any time, with agreement from both the client and supplier.

Services

Description

Support Availability

24x7x365 support engineers; Support will be
performed via remote access and/or on-site as
needed including days, nights, holidays and
weekends.

Network Performance
Management

Measure and make available various aspects of
network performance so that LAN/WAN
performance can be maintained at an acceptable
level.

Configuration Management

Monitor network and system configure information
remotely so that the effects on network operation
of various versions of hardware and software
elements can be tracked and managed.
Management will be provided with specialized
network monitoring tool(s) through multiple
locations.

Accounting Management

Measure network utilization parameters so that
individual or group uses on the network can be
regulated appropriately.

Fault Management

Proactively detect, log, notify users of, and (to the
extent possible) automatically fix network
problems to keep the network, including all
systems, always running efficiently.

Security Management

Control and monitor access to network resources
according to local guidelines so that the network
cannot be compromised. Maintain existing
server(s) / system(s) client security applications as
well as add/recommend what is deemed “needed”.
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Server / Client Systems Support

Research and deploy critical operating system,
productivity software and basic hardware updates
on all server(s) and all client workstation(s);
Monitor and fix all user support needs to maintain
an acceptable, fully functional working
environment with no downtime.

Phone System Support

Configure and support all phone system and
telecom related issues. Work directly with current
data providers to keep all telecom equipment fully
operational.

IT Communications
Consultation

Provide expert recommendations on improving
communication infrastructure; 6 dedicated
engineers will be assigned to provide support and
manage the IT infrastructure/helpdesk at the
Orange County Housing Finance Authority.

Cloud Based / Real time Data
Backup

Perform “continuous” real-time off-site AWS data
backups of workstations/servers into the Bayshore
network cloud architecture.

Disaster Recovery

Your data is stored securely in 2 Bayshore data
centers (East Coast (Orlando) and Texas). If there is
a disaster you will have peace of mind knowing
your data is safe and can be restored through the
cloud or via a network device that can be shipped
overnight.

Documentation

Create and maintain full documentation of network
diagrams; endpoints, system and phone system
configurations.
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Exclusions:

As this IT support proposal is written in the spirit of partnership, the supplier will
always make the best possible efforts to provide support and rectify problems as
requested.

However, this agreement only applies to the parts of the IT system listed above.

Additionally:

« This proposal does not cover IT system problems caused by using equipment, software
or service(s) in a way that is not recommended.

« If the client has made unauthorized changes to the configuration or setting up of
equipment, software or services, this agreement may not apply.

« If the client has prevented the supplier from performing the required maintenance
and updates, there may be a delay in resolving issues.

This proposal does not apply to circumstances that could be reasonably said to be
beyond the supplier’s control. For instance: floods, plagues, war, etc.

This proposal also does not apply if the client fails to pay the agreed supplier invoices on
time.

Having said this, Bayshore Interactive aims to be helpful and accommodating to our best
ability. Bayshore will do its absolute best to assist the Orange County Housing Finance
Authority wherever possible.

RESPONSIBILITIES:
Key Supplier Responsibilities:

The supplier will maintain and support the IT system used by the client.
Additionally, the supplier will:

- Ensure relevant software, services and equipment are available to the client in line with
the service level agreement (SLA) that accompanies this proposal.

- Respond to support requests as described in the SLA — and within reasonable time, in
any case.

- Doits best to escalate and resolve issues in an appropriate, timely manner.

- Always maintain excellent communication with the client.
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Key Client Responsibilities:

The client will use the IT system covered by this proposal as intended.

Additionally, the client will:

- Notify the supplier of issues or problems in a timely manner.

- Provide the supplier with access to equipment, software and services for the purposes
of maintenance, updates and fault prevention.

- Keep the supplier informed about potential changes to its IT system. For example, if
staff are to begin connecting their own mobile devices (tablets, phones) to the company
network, the supplier may be able to adjust its services accordingly.

- Always maintain excellent communication with the supplier.

Activities

The supplier will perform several specific activities for the client. Details of these
activities are described in the table below, along with the purpose and frequency of

each.

Activity

Document software and
hardware changes

General

Frequency Notes

As necessary

Send client log of work
performed

Check backups are
running properly

Monthly

System Maintenance
Daily This is a simple check that backups are
running with no errors reported.

patches, feature
updates and other
updates

Perform backup test Monthly This is a full data restore test.
Monitor and maintain Constantly

server uptime

Install software As necessary Updates are always tested before being

rolled out across the IT infrastructure.
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Install software
upgrades

As necessary

Upgrades that incur costs — and other
major upgrades — will only be installed
after consultation with the client.

Monitor status and Constantly Automated systems will be used to check
availability of cloud cloud services used by the client are
services available.
Monitor available disk Daily

space on servers and
company computers

Perform system and
server reboots

As necessary

Non-essential reboots will be performed at
convenient times, agreed between client
and supplier.

General
server/endpoint
maintenance

As necessary

To be performed out of hours or at
mutually agreed times.

Let the client know of
any potential issues

As necessary

For example:
- Disk space running low
- Equipment showing signs of failure
- Deteriorating network speeds

Create, remove and
maintain employee user
accounts and
permissions

As necessary

For example, when employees:
« Join or leave the company
« Require access to additional resources

Assist users with
support queries

Disaster recovery of
core systems

As necessary

Fixing
As necessary

For example:
- How to connect to VPN
- Where to save shared files

Problems
In the event of a significant IT failure or
problem (e.g. complete server failure or
security breach), the supplier will do
everything possible to restore service. A
separate disaster recovery plan will be
maintained.

Fix user errors /
mistakes

As necessary

For example:
- Accidental file deletion
- Forgotten passwords
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Raise support requests
with third-party
providers

As necessary

Where cloud services and other aspects of
the IT system are not in the supplier’s
direct control, the supplier will take
responsibility for liaising with third parties
to resolve issues.

Managing Networks

Maintain internet Constantly Automated monitoring will be used to
connection identify performance issues with or
availability of the client’s internet
connection(s).
Monitor router logs Weekly
Monitor network Weekly The supplier will endeavor to identify

capacity and
performance

Monitor firewall logs

where network capacity is reaching its limit.

Maintaining Security

Monthly

The supplier will attempt to identify and

address any unusual or suspicious activity.

Check status of security
software updates

As necessary

The supplier will verify that all updates are
installed in a timely manner.

Investigate any
suspicious activity or
unexpected software

behavior

As necessary

The supplier will investigate any activity
that could be the result of malicious
software or individuals, such as viruses or
hacking attempts.

Manage file and folder
permissions

As necessary

Enforce password
policies

Create, manage and
remove mailboxes

Mobile device
management for
Android and iOS devices

As necessary

Managing Apps and Services

As necessary

Managing
As necessary

For example:
- Creating email addresses for new users
» Increasing mailbox sizes if needed
obile Devices
For example:
» Rolling out new company security
updates to devices if needed
» Updating device firmware if needed




Exhibit A:

1). Expertise and Experience:

1.1 - Briefly Describe the history and organization of your firm and confirm its current status
as a service provider of Managed Information Technology Services.

Bayshore Interactive has been proudly serving businesses in Orlando, Florida, as a trusted
Managed Service Provider (MSP) for years. Founded and led by Tommy Orndorf, our focus has
always been on delivering personalized IT solutions that truly align with each client’s unique
needs. From managed IT services and network security to advanced cloud solutions, we’ve built
our reputation on reliability, responsiveness, and a genuine commitment to our clients' success

Today, we’re proud to be a go-to IT partner for businesses across various industries in Orlando.
Our team is dedicated to keeping your technology running smoothly, minimizing downtime,
and ensuring your data stays secure. At Bayshore Interactive, we don’t just manage IT—we
build lasting partnerships to help your business thrive in a tech-driven world.

1.2 Describe your firm’s experience in successfully providing the different types of services
offered and how they would meet the needs of OCHFA. Specify services such as: Fully
Managed IT Services / Co managed IT services/ Managed Compliance and/or After-Hours
Maintenance.

Bayshore has a proven track record of delivering comprehensive IT solutions to businesses
across various industries in Orlando, making us well-positioned to meet the unique needs

of OCHFA. Our experience spans Managed IT, Co-Managed IT, Compliance, and After-Hours
Maintenance, ensuring organizations receive tailored support for their specific requirements.

» Managed IT Services: We provide fully managed IT solutions that handle everything
from day-to-day IT operations to strategic technology planning. Our proactive approach
focuses on minimizing downtime, optimizing system performance, and preventing
issues before they arise. For OCHFA, this means reliable IT infrastructure that supports
seamless operations and consistent service delivery.

« Co-Managed IT Services: We excel at working alongside in-house IT teams to enhance
their capabilities without overstepping boundaries. Our Co-Managed IT services offer
flexibility, allowing us to fill gaps in expertise, provide additional resources during peak
times, and support large-scale projects. This collaborative approach
ensures OCHFA's internal IT team remains empowered and efficient.

» Compliance: With extensive experience in maintaining regulatory standards across
various industries, we ensure systems and processes adhere to strict compliance
requirements. Whether it’s data privacy laws, cybersecurity frameworks, or industry-
specific regulations, Bayshore Interactive is equipped to help OCHFA navigate
compliance challenges confidently.
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» After-Hours Maintenance: Understanding that IT systems need to operate around the
clock, we provide after-hours maintenance and support to ensure updates, patches, and
critical troubleshooting occur without disrupting daily operations. This service is
particularly valuable for organizations like OCHFA that can’t afford downtime.

Our client-focused approach, combined with deep expertise in IT management and security,
positions Bayshore Interactive as a reliable partner capable of

supporting OCHFA's technological infrastructure, enhancing efficiency, and safeguarding critical
systems.

1.3 What are the general types of organizations your clients represent?

We support a diverse range of clients across multiple industries, including municipal and city
governments, healthcare providers, legal firms, theme parks, and small to mid-sized businesses.
Our tailored IT solutions are designed to meet the unique needs of each sector, ensuring
reliability, security, and operational efficiency across the board.

1.4 Describe your onboarding/implementation process and approach if you were selected?

At Bayshore Interactive, we have developed a comprehensive client-centric onboarding and
implementation process to ensure a seamless transition and successful partnership. Our
approach encompasses several key phases:

Discovery and Assessment:

- Client Consultation: We begin by engaging in detailed discussions to understand your
organization's specific needs, objectives, and existing IT infrastructure.

- Comprehensive Audit: Our team conducts a thorough assessment of your current
systems, including hardware, software, network configurations, and security protocols,
to identify strengths and areas for improvement.

Planning and Design:

- Customized Strategy Development: Based on our assessment, we collaborate with you
to develop a tailored IT strategy that aligns with your business goals and addresses
identified needs.

- Implementation Roadmap: We create a detailed plan outlining the timeline, milestones,
and responsibilities to ensure a structured and efficient implementation process

Implementation and Integration:

- System Optimization: Our experts execute the implementation plan, which may involve
system upgrades, security enhancements, and the deployment of management tools to
optimize performance.
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- Seamless Integration: We ensure that new solutions are effectively integrated with your
existing infrastructure, minimizing disruptions to your operations.

Training and Knowledge Transfer:

- Staff Training: We provide comprehensive training sessions for your team to ensure
they are proficient in utilizing new tools and understanding any updated processes.

- Documentation: Detailed documentation is supplied to support ongoing operations and
facilitate future reference.

Post-Implementation Support:

- Ongoing Monitoring: After implementation, we continuously monitor system
performance to ensure optimal functionality and promptly address any issues that may
arise.

- Regular Reviews: We schedule periodic meetings to evaluate the effectiveness of the
implemented solutions, discuss any evolving needs, and make necessary adjustments to
support your organization's growth.

1.5 How do you typically work with IT management clients who have staff members?

At Bayshore, we see in-house IT teams as valuable partners, not competitors. Our goal is
to complement and enhance their efforts through a clear, collaborative approach:

- Defined Roles: We work with your team to clarify responsibilities, avoiding overlap and
ensuring efficiency.

- Specialized Expertise: We provide support in areas like cybersecurity, compliance, and
advanced IT projects, allowing your team to focus on strategic goals.

- Scalable Support: Our services scale with your needs, offering flexibility during busy
periods or large projects.

- Shared Tools & Communication: Regular updates and shared platforms ensure
seamless teamwork and transparency.

This partnership allows your internal team to focus on innovation and growth, while we
handle routine tasks, advanced support, and ensure your IT environment remains secure
and efficient.

1.6 Do you serve clients 24 x 7 requirements?

Yes, we deliver 24x7 service by leveraging a dedicated support team, advanced technology,
and efficient workflows to ensure uninterrupted assistance and client satisfaction.
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1.7 What other services do you offer besides the core services of a Managed Service
Provider?

Bayshore offers a range of value-added services to help OCHFA maximize their technological

investments and stay ahead of the curve:

- IT Roadmap Planning: Long-term technology strategy aligned with business goals.

- Digital Transformation Services: Helping organizations leverage modern technologies
like Al, automation, and loT.

- Vendor Management: Acting as a single point of contact for managing third-party IT
vendors.

Advanced Cybersecurity Services

- Penetration Testing & Vulnerability Assessments: Proactive identification of security
weaknesses.

- Security Awareness Training: Educating staff on cybersecurity best practices.

- Incident Response Planning: Developing strategies for quick recovery after security
breaches.

Unified Communications (VolIP & Collaboration Tools)

- VolIP Phone Systems: Scalable and cost-effective communication solutions.
- Collaboration Tools: Integration of platforms like Microsoft Teams, Zoom, and Slack for
productivity.

Physical Security Solutions

- Access Control Systems: Secure physical access to facilities.
- Managing surveillance systems: Integrated CCTV and monitoring solutions.

IT Asset Management

- Lifecycle management for hardware and software assets.

- Procurement and licensing management.

- When necessary, we provide onsite home IT support for remote employees to ensure
they remain productive and secure while working outside the office.

- These additional services allow Bayshore to go beyond day-to-day IT support and
become a strategic partner, helping clients achieve their long-term goals, enhance
security, and improve overall operational efficiency.

1.8 What type of training do you offer either during onboarding or ongoing?

At Bayshore, we prioritize empowering your team with the knowledge they need to
effectively use technology and maintain security. Our training programs are tailored to
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both onboarding and ongoing support, ensuring your team stays confident and
informed.

Onboarding Training:

» System Orientation: Introduction to new hardware, software, and tools.

» Cybersecurity Awareness: Best practices for password management, phishing
detection, and data protection.

« IT Policies & Procedures: Clear guidelines on system usage and issue reporting.

« Helpdesk Training: How to submit tickets and use self-service tools.

Ongoing Training:

« Advanced Cybersecurity: Regular updates on threats and security protocols.

« Software Updates: Training on new features and productivity tips.

« Compliance Training: Ensuring adherence to standards like HIPAA, GDPR, or CMMC.
« One-on-One Support: Personalized training sessions for specific roles or needs.

Our approach ensures your team is equipped, confident, and prepared to use technology
effectively while staying aligned with industry’s best practices. Training is not just an event, it’s
an ongoing commitment to your success and security.

1.9 What do you feel are your biggest hurdles to a successful relationship?

At Bayshore, we believe great partnerships are built on trust, clear communication, and mutual
understanding. Here are some common challenges we’ve seen in IT partnerships—and how we
adapt and overcome these hurdles:

Clear Communication & Expectations:

Misaligned goals or unclear expectations can cause frustration. We tackle this by
setting clear responsibilities, regular check-ins, and transparent communication
channels from day one.

Resistance to Change:

Switching IT providers or adopting new systems can be disruptive. Our structured
onboarding process, hands-on training, and ongoing support ensure your team feels
confident every step of the way.

Collaboration with In-House IT Teams:

Overlapping roles can cause confusion. We establish clear boundaries and
responsibilities upfront, working alongside your internal team as a seamless
extension of your IT department.

Budget Concerns:

Unexpected costs or unclear pricing models can strain relationships. We’re committed
to transparent pricing, clear service agreements, and ongoing value reviews to stay
aligned with your budget.
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Building Trust:

Trust takes time. We focus on consistent results, accountability, and open
communication to build a strong foundation from the start.

Adapting to Change:

Your business will evolve, and your IT needs will change. We offer flexible

services and regular reviews to ensure we’re always aligned with your goals.
Security & Compliance Risks:

IT security is critical, and mistakes can be costly. Our proactive monitoring, regular
audits, and compliance expertise help keep your systems safe and up to date.

We don’t just provide IT services, we build partnerships based on trust, reliability, and shared
success. By addressing these challenges head-on, we ensure a smooth and productive
relationship from the start.

1.10

Please provide at least three (3) references, to include contact names, phone

numbers, email addresses and type of industry.

Space Machine Engineering (Aerospace)
Nirav Pandya (President)
nirav.pandya@space-machine.com

407-595-2707

Atlantic Civil Constructors (Construction)
Roosevelt Civil (President)
rcivil@atlantic-civil.com

407-432-5487

Attraction Support Services / WonderWorks (Attraction/Theme Parks)
Janine Vaccarello (CEO)
|anine@attractionsupportservices.com

407-340-2323

Central Florida Cares Health Systems (Medical)
Michael Lupton (IT Manager / Admin)
mlupton@cfchs.org

407-985-3560
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1.11 What type of general expertise can you provide in key technological areas?

At Bayshore Interactive, we bring a broad range of expertise across critical technology
domains to support your organization’s growth, security, and operational efficiency. Our
team combines technical knowledge, industry experience, and a commitment to customer

service to deliver results in the following key areas:

Managed IT Services

- Proactive monitoring and management of IT infrastructure

« Helpdesk support for end-users
- System performance optimization

Cybersecurity

» Network and endpoint security solutions

- Threat detection and response
»  Compliance with industry regulations (e.g., HIPAA, GDPR, CMMC)

- Security awareness training for staff

Cloud Solutions

-+ Cloud migration and management (e.g., Microsoft Azure, AWS)
« Hybrid and multi-cloud infrastructure
+ Cloud-based collaboration tools

Network Infrastructure

- Design, implementation, and maintenance of robust networks
«  Wireless solutions and secure remote access
- Performance monitoring and optimization

Data Backup & Disaster Recovery

» Regular backups and secure data storage
- Disaster recovery planning and execution
- Business continuity strategies

Compliance & Regulatory Expertise

- Audits and assessments for compliance frameworks
- Documentation and reporting support
- Policy creation and implementation
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Collaboration & Communication Tools

- VoIP phone systems
+ Unified communication platforms (e.g., Microsoft Teams, Zoom)
- Remote collaboration tools

IT Consulting & Strategy

- IT roadmap development
- Technology assessments and recommendations
- Vendor management and procurement support

End-User Training & Support

» Cybersecurity awareness training
-+ Productivity tool workshops
« Ongoing IT education programs

Physical Security Solutions

- Access control systems
- Surveillance and monitoring solutions

Remote & Hybrid Work Support

« Secure remote access solutions
- Home office IT setup and support
- Ongoing remote employee technical assistance

Our depth of experience across these areas allows us to serve as a trusted technology partner,
helping businesses of all sizes navigate challenges, adopt new technologies, and achieve their
strategic goals with confidence.

1.12 What differentiates your organization from your competitors in the marketplace?

Bayshore Interactive differentiates itself from other MSP companies through a personalized
approach to IT management, tailored solutions for each client's unique needs, and a proactive
focus on innovation and security. By prioritizing client relationships, leveraging cutting-edge
technology, and offering unparalleled customer support, Bayshore ensures a seamless,
customized experience that drives business success.
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2). Completeness of Solution:

2.1 Specifically address how your firm will ensure proper coverage of the OCHFA account in
the event the primary person(s) assigned are unavailable for any reason

If for some reason the primary person that is working on an issue or solution for OCHFA is out
of office/on-site, we have an experienced team that can assist and takeover in the interim. We
pride ourselves on working as a team and are always happy to assist each other to make sure
our clients’ needs are met. Our team communicates effectively and always makes sure
someone is available to assist.

2.2 What general types of organizations do your clients represent? Do you use in-house or
contracted resources for services?

Our clients represent a vast variety of organizations including: Hospitality, Medical, Attorney
Offices, Marketing, Theme Parks, Food/Beverage, Churches, and much more.

2.3 Why do you believe your firm is a good fit with our organization?

Bayshore Interactive would be a strong fit for OCHFA due to its proven expertise in delivering
secure, scalable IT solutions tailored to organizational needs. With a focus on

compliance, operational efficiency, and leveraging cutting-edge technology, Bayshore ensures
reliable support and seamless integration, making them an ideal partner for meeting OCHFA's
mission-critical objectives.

2.4 Describe your process for migrating OCHFA to your organization.
Initial Assessment and Planning

- Conduct a thorough audit of the client’s IT infrastructure and define project scope,
timeline, and objectives.
- ldentify critical systems, dependencies, and potential risks.

Pre-Migration Preparation

- Document the current environment and address compatibility or security gaps.
- Set up necessary infrastructure, configure security measures, and create a staging
environment for testing.

Data Migration and System Integration

- Back up all data, securely transfer it to the new environment, and validate its integrity.
- Configure applications, networks, and user access while ensuring minimal disruption to
operations.
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Testing and Deployment
- Perform functionality and user acceptance testing to ensure systems meet expectations.
- Transition to the new environment during planned downtime, with close monitoring for
immediate support.

Post-Migration Support and Optimization

- Provide ongoing performance monitoring, gather client feedback, and implement
optimizations.
- Transition to routine MSP-managed services, ensuring long-term stability and scalability.

2.5 What OCHFA resources would you require (i.e., information, data, staff, resources,
communication) during initial migration and on an ongoing basis?

Upon initial migration to Bayshore, we will need comprehensive information about the current
IT environment, including an inventory of hardware, software, and network topology, along
with administrative credentials and user access details. Security policies, firewall configurations,
backup schedules, and compliance requirements must also be documented.

2.6 Outline the methods by which clients can access you (i.e., online, by phone, etc.)

OCHFA will be able to reach Bayshore through many channels of communication. This includes
via our phone system, email and our advanced ticketing system that sends an alert to every
employee at Bayshore. This allows for every issue to be handled in a timely manner and to
ensure minimal downtime for OCHFA.

2.7 Describe the escalation and account management process?

Bayshore Interactive offers OCHFA a dedicated account manager, clear steps for handling
issues, and quick resolutions based on agreed timelines. We’ll keep you updated regularly and
check in to make sure everything stays on track with your goals.

2.8 Where is/are your support center(s) located

Our main support center is located at 4700 Millenia Blvd in Orlando, Florida. This is where we
keep clients’ servers, equipment for installation and where all employees support our clients
from.
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2.9 How do you notify users of maintenance windows or system outages?

Bayshore will notify users of maintenance and system outages through a program called Ninja
RMM. This is where we actively monitor server status and receive alerts of any changes that
could have been made. From here, we will be able to diagnose any problems that could be
happening and are able to effectively communicate this to the client.

2.10 What s your firm’s willingness or ability to support the security systems, phone
systems, audio/visual systems?

We have the ability to manage all aspects of the security systems, phone systems and any
audio/visual systems that may be present. These are crucial elements for business operations,
and we want to make sure all bases are covered properly/effectively.

2.11 Who are your technological partners? Please describe your relationships and
experience with manufacturers and major distribution partners in the technology
marketplace.

Some of the partners we use at Bayshore are as follows:

« Moving On IT
- Provides Bayshore with hardware solutions needed for clients.
- Laptops, desktop computers, monitors etc.
- Precision Telecom
- Provides telecommunication services for Bayshore and our clients.
« Full VoIP services that we can fully manage and troubleshoot.
- Excellent customer service that keeps any downtime very minimal.

2.12  Will you subcontract any components of the proposed solution to third party
organizations?

We currently do not use any subcontractors or third-party organizations for solutions.
Bayshore prefers to keep everything in-house as we can better control the situation without
interference from an outside organization.
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3). Demonstrated Customer Service Quality and Support:

3.1 Indicate the number of employees in your organization. You may also include additional
details such as employees’ areas of expertise, experience with visualization, certifications,
etc. Number of employees in Account Management and technical support. How many
employees are full-time vs contractual?

Bayshore currently has 12 employees on our team. All employees are full-time with 10
technicians and 2 account managers on site. Regarding expertise, we have employees who
specialize in Networking, Databases, Administration, Systems and customer service. Our
employees have various certifications/degrees from Microsoft, Kaseya, University of Central
Florida Cyber Security Program and CompTIA.

3.2 What types of monitoring agents would you use for end user devices?

- Ninja RMM is used to manage all end user devices.
- This is where we have the ability to remotely connect to clients’ computers and
assist with any issues that may arise.
- Also, this gives us crucial information such as: Uptime, connectivity, IP Address,
file browser, command prompt and much more.
- Sentinel One
- This provides protection against malware, trojans and viruses.
- We can actively monitor to see what is installed on end user’s computers and
mitigate/quarantine threats if necessary.

3.3 What is the backend help desk system you use?
We currently use Zendesk as our help desk and ticketing system.
3.4 Do you offer managed firewalls or other managed technology?

Yes, we offer fully managed firewalls, and many other managed technologies as detailed
below:

Managed Firewall Services
- Deployment & Configuration: Installation and tailored setup.
- Threat Detection & Prevention: Real-time monitoring and IPS.
- Updates & Patching: Regular firmware and security updates.
« 24/7 Monitoring & Support: Continuous threat monitoring and response.

« Reporting & Compliance: Detailed security reports and compliance support.
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Other Managed Technology Solutions
- Endpoint Protection: Antivirus and malware defense.
- Network Management: Proactive monitoring and alerts.
- Cloud Backup & Recovery: Regular backups and disaster recovery plans.
- Patch Management: Timely updates for OS and software.
» Help Desk Support: Remote and on-site IT assistance.
3.5 Do you offer Mobile Device Management or other mobile management technology?
Yes, we offer full management of mobile devices that are used within the organization.

3.6 Do you offer a Security Information and Event Management (SIEM) or other security-
based technology?

We use SentinelOne as our SIEM to keep your systems secure. It helps us monitor everything in
real time, quickly spot threats, and respond automatically to stop issues before they cause
problems. SentinelOne also tracks activity across your network, making it easier to stay
protected and meet security requirements. It’s a reliable tool that helps us keep your business
safe and running smoothly.

3.7 What tools do you use for network monitoring?

Primarily we implement UniFi to monitor any networking. We also have additional features on
Ninja RMM which allow for monitoring as well.

3.8 What tools do you use for system monitoring or general health level of end user device

« NinjaRMM
- Sentinel One
- UniFi

« Zen Desk (ticket system)

3.9 Do you offer or partner for laptop encryption

For laptop encryption, we implement Bit Locker which is a Microsoft authentication service.
(Computers will be required to be joined via Entra.)
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3.10 Please provide details on your standard reporting capabilities.

We can generate reports of our ticketing system requests, and reports of diagnostics of
individual computers through our management system.

3.11 Describe any documentation and support that will be available, both from the
technological perspective and the end user perspective.

From a technology perspective, we maintain detailed records of your network setup, software,
and system configurations to ensure smooth management and troubleshooting. We also
provide guides for backups, disaster recovery, and security compliance, so you always know
how your systems are protected.

For end users, we offer straightforward guides to help them navigate tools and systems, a
responsive help desk for quick fixes like password resets or software issues, and onboarding
support to get new team members up to speed. Regular check-ins ensure everything is working
as it should for both your systems and your team.

3.12 How do you monitor customer satisfaction and quality assurance on an ongoing basis
and how might we benefit from this process?

Bayshore takes pride in always following up with clients to ensure all systems and networks are
running smoothly. Phone calls, emails and site visits are our primary ways of making sure this is
done on a regular basis. This is beneficial to OCHFA because we are constantly monitoring
activity and if any issue happens, we are quick to communicate and find a solution.

3.13 The OCHFA user base varies considerably in its level of technical sophistication. Please
describe your experience in successfully supporting users that may be remote and possess
limited technical skills.

Bayshore has vast experience working with clients who work remotely and those who have
limited technical skills. We will walk clients through every step of the way and inform those
users on how to solve a problem if it happens again. Through our management system, we can
remote onto a computer within seconds and take full control of the computer to solve issues
quickly.
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Support Tiers:

Support requests raised by the client will be handled by three tiers of support:

- Tier one. This is where all support incidents begin. The issue is clearly recorded, and the
supplier performs basic troubleshooting.

- Tier two. If an issue cannot be resolved in tier one, it will be escalated to tier two. At
this point, the supplier will provide more complex support, using specialist staff where
appropriate.

- Tier three. Issues that cannot be resolved at tier two will be escalated to tier three. At
this level, support is provided by the supplier’'s most-experienced staff, who can draw on
a range of expertise from third parties when needed.

4.0) Charges and Conditions:

Monthly I.T. charges are “flat rate” recurring for a duration of 12 months. New
technology projects are billed as additional hourly services at $120.00 per hour.
Services not covered by the Bayshore Complete service agreement that would be
considered “Out of Scope” and billed hourly are:

- Physical damage to a computer, server or device from liquid, power surge or
force (knocking over a device by accident).

- New software installations that are proprietary to industry specific software that
take longer than 2 hours to install and configure.

- Travelling to non-corporate office locations.

«  Working with client’s “clientele” to provide support.

- Setting up new locations/upgrading locations.

Orange County Housing Finance Authority may terminate the use of Bayshore
Interactive’ s services in writing 60 days prior without cause and without further
obligation and in agreement that payment of services equal to 60 days be made if
termination occurs. No contract is required between either party.
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4.1) Breakdown of Costs:

Total Endpoints included in this proposal: 200 or less — No charge

Total Users included in this proposal: 9 (@ $90.00 per user) - $810.00
Initial Onboarding Fee: $810.00

Total one-time Initial Charges: $1,360.00

A total I.T. investment of $810 will be billed monthly to Orange County Housing Finance
Authority.

Operating Costs Breakdown:

$45 per hour, per user @ 2 hours of technical support/services per month (estimated)
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Bayshore Interactive would like to thank the Orange County Housing Finance
Authority for the opportunity to propose this Network Management Solution.

This IT support proposal is agreed between the Orange County Housing Finance Authority

and Bayshore Interactive:

Signed on behalf of the client:

Name: Frantz Dutes

Position: Interim Executive Director
Date:

Signature:

Signed on behalf of the supplier:

Name: Thomas P. Orndorf 111
Position: Network Operations

Date:

Signature:

Pg. 38




Pg. 39



Pg. 40



Orange County Housing Finance
Authority

RFP SUBMISSION: MANAGED INFORMATION TECHNOLOGY SERVICES
(eResources Proposal #8779v4)

Delivered on January 30, 2025

PRESENTED TO

Frantz Dutes, Iterim Executive Director
221 Hillcrest St, Orlando, Florida 32803
fdutes@ocfha.com

PRESENTED BY

Corey Gagne, Account Manager
(352) 514-5160
cgagne@eResources.com

Dusty Gulleson, Chief Executive Officer
(360) 441-3473
dgulleson@eresources.com
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Executive Summary

eResources is pleased to provide Orange Counting Housing Finance Authority (hereafter
OCHEFA) the following proposal in response to Request for Proposal for Managed
Information Technology Services.

Overview of eResources

eResources has been serving clients nationally for over 25 years. With headquarters in
Ocala, Florida and offices in Tennessee, Kentucky, DC, Michigan, and Washington State
we have been a leading provider of technology services to organization, non-profits,
housing authorities, manufacturing, healthcare, financial services, and small and medium
enterprise businesses.

Our clients benefit from being treated like partners and being able to leverage a 80-strong
team of professionals with deep experience in all aspects of technology that affect
businesses technology operations and success.

eResources services include IT infrastructure and management services, digital strategy
and implementation, custom datacenter ecosystems both private clouds and those
leveraging AWS and Azure, technology strategy and more.

Our average client has been engaged with eResources for over 10 years and our average
team member employed for over 12 years. This speaks volume to both quality of service

and the health of our team.

For more information, please read the accompanying Freqguently Asked Questions about

eResources or follow this link.

OCHFA & Our Solutions

We will collaborate with OCHFA to transform the current IT infrastructure into a robust,
scalable, and secure environment.

Together with OCHFA we have 3 key objectives and plan for securing and upgrading the
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IT performance and infrastructure:

1. Audit the current environment thoroughly during onboarding to uncover
additional requirements and issues to address ensuring smooth migration to our
services and implementation of best in class IT.

2. Secure the current environment and user support for optimal operations and
limited downtime. This will allow us to learn the environment, listen to users

concerns, and safeguard the OCHFA'’s teams technology performance.

3. Execute resolution to any discovered issues and cloud migration uncovered
during the audit. This will ensure a lighter, less expensive footprint along with a
more secure and scalable service environment.

Proposed Solution

Architecture and Infrastructure Design

eResources will perform an audit of the existing OCHFA architecture and infrastructure
during our onboarding discovery. This will include:

Logical design of technology ecosystem

GAP Analysis of environment with corresponding remediation plan
Physical floor plan mapping

Firewall and switch configuration and security tuning

Wireless infrastructure testing and performance tuning

Removal of non-secure devices and tools (e.g. Windows 10)

N o oA W

Microsoft Suite design including OneDrive zero-trust configuration
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Security and Compliance Features
eResources deploys and manages the best-in-class security and compliance tools in the
industry. The following technology tools will be deployed to manage and secure OCHFA:

1. Managed Services Toolkit

a. NinjaOne RMM - Remote monitoring and management agents for servers
and workstations provide intelligent monitoring, alerting, reporting, and
scheduled security patching.

b. WebRoot - Endpoint Protection for servers designed to protect all the
endpoint devices in the modern environment, including Windows Server,
Virtualization, and Terminal Servers. Endpoint Protection for Workstations
which helps keep critical systems, intellectual property, customer data,
employees, and guests safe from ransomware, phishing, malware, and other
cyberattacks

c. Microsoft Antispam - Blocks phishing, spam emails, malware, viruses,
ransomware, and malicious email threats.

d. VEEAM Disaster Recovery and Backup - 365 backs up email, OneDrive, and
SharePoint. Backup for full server image snapshots.

e. IT GLUE - Efficiently centralize asset management, standard operating
procedures (SOPs), and comprehensive IT documentation in a secure
manner.

2. Security Tools

a. ManageEngine Vulnerability Manager - End-to-end vulnerability
management tool delivering comprehensive coverage, continual visibility,
rigorous assessment, and integral remediation of threats and vulnerabilities.
Comprehensive security health report along with risk score.

b. Kaseya GRC - Structured alignment of IT with business goals while
managing risks and meeting all industry and government regulations. Risk
assessment backed by NIST Cybersecurity Framework.

c. SentinelOne

i. MDR: Managed endpoint detection with SOC-based response and
remediation.

ii. Protection - Complete endpoint protection and monitoring. Prevents
attacks before they start by monitoring and analyzing your IT
environment.

Page 4 | © Copyright eResources LLC 2025




ORANCE COUNTY HOUSING FINANCE AUTHORITY RFP SUBMISSION: MANAGED IT SERVICES

iii. Threat Detection - Constantly monitoring and mapping each unusual
behavior. Recognizes thousands of viruses and malware attack
variants, including cryptomining attacks. Identifies and diagnoses
corrupt source processes and system settings.

iv. Response and remediation - When malicious behavior is detected,
we will activate remediation steps including scrubbing the system of
any remnant of an attack and will perform system rollbacks, +
required, to restore system and data access.

d. DUO - MFA for Desktop (logging into Windows) and most popular Line of
Business applications (e.g., CRMs, Account Software).

e. Blumira SIEM - SIEM collects, analyzes, and correlates data from network
devices with threat intelligence feeds. Provides alerts, retention of logs (3
months), and compliance reporting. SOC based response and remediation

f.  Huntress Security Awareness Training & Simulated Phishing — Provides
consistent phishing tests and training, monthly reports, and retargets risky
employees for further training.

Scalability and Flexibility

eResources support provides clients with the ability to scale and adjust to the organization
needs. With our deep experience and understanding of environments for similar
organizations we can apply solutions that work for you.

1. Scalable Azure infrastructure to scale virtual servers and storage as necessary

2. Private datacenter for customization to non-Azure or AWS applications

3. Procurement service enable OCHFA to have access to cost affordable equipment,
licensing, and software. We handle all sourcing, procurement, delivery,
configuration, warranty management, and any RMAs and service calls and
replacements as necessary.

4. Access to digital team for scoping, planning, and implementation of digital, web, or
third-party resources. Costs apply.
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Integration with Microsoft Suite (Microsoft365, Teams, Azure, etc.)
eResources has been a Microsoft partner since our inception of our infrastructure and
support services. Microsoft Suite expertise includes use of the major platforms and

specific applications including, but not limited to:

1. Microsoft 365 (e.g. Office, Outlook, Excel, Access)
2. Microsoft Teams, including Teams Phone System
3. Microsoft OneDrive & SharePoint
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Pricing
SERVICE ITEM QTY PRICE TOTAL
RECURRING MONTHLY COSTS
Device Security Tools 24 $25.00  $600.00
Desktop RMM (remote Monitoring and Management)
Backup & Disaster Recovery (VEEAM) as needed
Endpoint Detection & Response (EDR)
Managed Detection & Response (MDR)
E-Mail Security Tools 45 $17.00 $765.00
AntiSpam, AntiVirus, Backup & Disaster Recovery, Security
Awareness Training & Simulated Phishing, SIEM/SOC, MFA
Server Security Tools 7 $30.00  $60.00
Desktop RMM (remote Monitoring and Management)
Backup & Disaster Recovery (VEEAM)
Endpoint Detection & Response (EDR)
Managed Detection & Response (MDR)
Recurring Monthly Total $1425.00
NON-RECURRING COSTS
User Helpdesk & Infrastructure Support 10 $95.00  $950.00
Help Desk Support for ongoing maintenance requests,
troubleshooting, and support. Priced per user for unlimited
support. Support is provided from 8 AM to 8 PM. After hours,
weekends, and holidays provided along with 24x7 monitoring.
A surcharge of $45 per hour charged for weekend and
holidays.
O 10 hour block of pre-paid service
O Auto reloads of balance when hours drop below 3.
O ACH - auto pay required with Pre-Paid hours purchases.
Non- Recurring Monthly Total $950.00

Page 7 | © Copyright eResources LLC 2025




ORANCE COUNTY HOUSING FINANCE AUTHORITY RFP SUBMISSION: MANAGED IT SERVICES

Implementation Plan

Complete IT & Security Monthly Support

eResources has a proved implementation plan for onboarding and provide premier IT and
security services to our clients. Below provides a summary, but a more detailed

onboarding plan can be found in the accompanying documentation provided or by

following this link.

Support is provided from 8 AM to 8 PM. After hours, weekends, and holidays provided
along with 24x7 monitoring. A surcharge of $45 per hour charged for non-business hours.

1. Setup

a. Installation of RMM throughout the environment.
Deployment of Antivirus software
Patching enabled

a oo

Collection of client checklist information
i. Physical floor plan(s)
ii. Office and server room access
iii. Employee list
iv. Billing and account information
v. Existing IT documentation collection
vi. Standardization of devices and configuration
vii. List of common and recurring complaints
e. Onsite audit of physical environment scheduled
2. Vulnerability Assessment
a. Vulnerability scanning
b. GAP Analysis for security remediation
3. Threat Protection and Security Training
a. Advanced Endpoint Threat Protection
b. Advanced Email Threat Protection

Page 8 | © Copyright eResources LLC 2025



https://hubs.ly/Q034xDv30
https://hubs.ly/Q034xDv30
https://hubs.ly/Q034xDv30

ORANCE COUNTY HOUSING FINANCE AUTHORITY RFP SUBMISSION: MANAGED IT SERVICES

c. Security Education and Simulated Phishing
4. Edge Protection Installation

a. Information Security Review

b. Advanced Edge Protection
5. MFA Implementation

a. Multi-Factor Authentication deployment

Support and Maintenance Overview

Core to our partnership is our daily support and maintenance. This includes, but not
limited to, the following:

1. IT Management

o Provide overall support and management of IT assets at the direction of OCHFA
Regular reporting and recommendations to improve IT health and processes
Ensuring alignment with company objectives and processes
Vendor and partner coordination for external and adjacent IT services
IT Budget forecasting and new hardware/software recommendations

O O o o o

Monthly reporting and quarterly business reviews

2. Support Management

Service ticket management and remediation

Dispatching and triaging

Systemic issues remediation

Onsite management as needed and according to hours requested
Onboarding and offboarding employees

O O 0o o o o

Equipment and warranty purchases and management

3. Infrastructure Management
o Network and device management, including desktops, laptops, printers, check
scanners, firewalls, switches, wireless access points, and connectivity
o Implementation of best practices for system maintenance and optimization
o Inventory and licensing management
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o Patching and device health management

4. Communication and Reporting
o Regular status updates and reports to client
o Incident and problem management procedures
o Escalation points for critical issues
o Documentation and collection of data needed for operations

5. Security and Compliance
o Adherence to current security protocols
o Security and compliance alignment to state, national, and trade organization
requirements

Legal and Compliance

eResources assist our clients in compliance with any jurisdictional or trade organization
requirements for compliance. We offer Compliance Audits that enable our partners to
achieve CMMC Level 1 and 2 security compliance using the NIST 800-171 framework.
Furthermore, we do work with our niche-industry clients, such as K-12, higher-ed,
manufacturing, medical, financial, and more to align their organizations to their trade
organization or local state requirements such as FERPA, HIPAA, PCI, and more.

While most clients do not need this level of compliance we do have the expertise and
skills to execute needs as requested.

Your Account Manager

Corey Gagne will be your account manager. Corey has over 20 years in the IT industry
service as an IT manager leading teams of 20, a help desk manager for MSPs, and now
serving as a season account manager serving clients with employees ranging from 5 to
200. He is passionate in ensuring clients expectations and needs are surpassed. He is
spoken of very highly by all our clients.
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Excluded Services

The following services are excluded from your all-inclusive monthly service.

(0]

Equipment purchases. This includes all purchases of software, licenses, hardware, or
peripherals. These are billed upon approval of quotes

Any projects. Projects are categorized as work of substantial nature out of the course
of regular service delivery. This includes, but not limited to, server upgrades, new
location installations, large asset upgrades (5 devices or more), platform changes.
These will be brought to client’s attention when these arise

Any work outside of the scope of service provided herein are billed as projects upon
the agreement and approval of client

Terms & Conditions

These terms and conditions augment those in the Master Services Agreement and

supersede them where in conflict.

o
(6}
(6}

This proposal is good for thirty (30) days

Contract term begins on agreed upon date upon acceptance

This is a one (1) year term agreement. This contract auto renews sixty (60) days prior to
expiration date determined by the start date of the agreement unless naotified in writing
prior to this 60-day renewal period. An automatic price increase of 4% will accompany
the autorenewal

eResources requires all IT equipment procurement including, but not limited to user
devices, servers, software, and network and wireless systems. eResources includes a
20% margin on all purchases to cover costs of procurement. Exceptions are made
upon discussion with your account manager. This is done to ensure standardization of
technology and best practices and quality product implementation

The Terms and Conditions are additionally governed by the eResources
[TonDemand’s Master Services Agreement
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Acceptance

In Witness Whereof, the parties hereto agree to the deliverables, scope, cost, and terms &
conditions of this proposal. The client representative is duly authorized to enter into this
agreement.

Print Name

Signature

Title

Date
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Exhibit A: Response Form Questions

Expertise and Experience

1.3. What are the general types of organizations your clients represent?

0 Housing Management, Non-Profit Organizations, Public and Governmental,
Healthcare Providers, K-12 and Higher Education, Finance, Legal, Manufacturing,
and Associations

1.4. Describe your onboarding/implementation process and approach if you were
selected?

0 Please see document attached at bottom of proposal (ITonDemand - Managed IT,
Security and Compliance Services Welcome Package Rev-A)

1.5. How do you typically work with IT Management at clients who have staff members?

0 We work together to designate a main point of contact to facilitate communication
and support needs. All partner/company staff members can request support from
our helpdesk.

1.6. Do you serve clients with 24 x 7 requirements?

0 Yes. We provide 24x7x365 monitoring and service as needed.

1.7. What other services do you offer besides the core services of a Managed Service
Provider?

0 eResources has a large division that provides digital, marketing, and website
design, management, and hosting (www.VIAStudio.com)

vClO and technology strategy and implantation planning

Application Support (Yardi, RealPage, AppFolio, and more)

Custom Solutions and application development

Integration and automation

o
o
o
(0}
(0}
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0 User training and guidance
0 eResources also has a division (www.Dinam.is) that handles internal accounting

processes for partners.

1.8. What type of training do you offer either during onboarding or ongoing?

0 Any type of training required or requested related to Information Technology. This
includes, but is not limited to, Microsoft 365, Microsoft Office, and Microsoft Teams

and apps

1.9. What do you feel are your biggest hurdles to a successful relationship?

0 Partner communication is key to a successful partnership. We have a core value
that states Communication is documentation and documentation is communication.
We err on over communicating to ensure we understand and mange your

expectations correctly.

1.10. Please provide at least three (3) references, to include contact names, phone

numbers, email addresses and type of industry.

0 Greensboro Housing Authority (Government Housing Authority)
Neikelle Lashley-Ferris, Chief Financial Officer
(336) 312-2531
nferris@gha-nc.org

0 Multi-south Management Services (Multifamily Property Management Firm)
David Shore, President
(901) 680-9005
david@multi-south.com

0 Christian Health Care Center (Healthcare Provider)
Tonja Myers, Executive Director
(360) 354-4434
TAMyers@chcclynden.org
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0 United Way of Marion County (Non-Profit)
Robert “Bob” Haight, Director
(407) 230-8690
rhaight@uwmc.org

0 Atthe end of our Frequently Asked Questions document we have a number of
additional video interviews that also lend support for the high quality of our
services, support, and quality customer service.

1.11. What type of general expertise can you provide in key technology areas?

0 We can provide general expertise across a broad range of technology areas,
including software development, systems architecture, cloud computing, data
science, and cybersecurity. Whether it's advising on best practices, identifying
emerging trends, or evaluating tools and platforms, we offer insights that can guide
strategic decision-making. Our guidance is grounded in thorough research, hands-
on experience, and a commitment to helping individuals and organizations navigate
complex technological landscapes.

1.12. What differentiates your organization from your competitors in the marketplace?

0 We are a complete, vertically integrated technology company that can address all
technology needs you will have. Our team works both remotely and in some cases
as embedded staff with our clients.

We leverage a full team of software and hardware experts who have many years of
expertise and knowledge in property management/multi-family/fee managed
companies. Our skills extend beyond this to other company types which gives us a
broad scope of IT experience to assist any business with any need.
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Completeness of Solution

2.1. Specifically address how your firm will ensure proper coverage of the OCHFA account
in the event the primary person(s) assigned are unavailable for any reason.

0 ITonDemand has a large presence of team members that ensure proper coverage
and escalation needs. OCHFA will be assigned a designated Account Manager to
ensure all areas of the account are managed — outside of support needs.

2.2. Do you use in-house or contracted resources for services?
0 Allteam members are eResources employees. We do not contract our services

out to other organizations unless a specific request is made.

We utilize a partner only for locations where we do not have a physical presence,
but in those cases only for hands and eyes work at the direction of our engineers.

2.3. Why do you believe that your firm is a good fit with our organization?

0 We have a division that specializes in multi-family property management, housing
authorities, and housing companies with experience in Yardi, eSite, OneSite,
RentCafe, etc. We understand this vertical very well and have been serving clients
in this industry for over 25 years.

2.4. Describe your process for migrating OCHFA to your organization?

0 Please see document attached at bottom of proposal (ITonDemand - Managed IT,
Security and Compliance Services Welcome Package Rev-A)

2.5. What OCHFA resources would you require (i.e., information, data, staff resources,
communication) during initial migration and on an ongoing basis?

0 Please see document attached at bottom of proposal
(ITOD_Contact_Information_Form_Rev_B.pdf)
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2.6. Outline the methods by which clients can access you (i.e., online, by phone, etc.)?

0 We have helpdesk that can be reached by phone, email, text, or through our agent
that is installed on every supported device. Please see document attached at
bottom of proposal (ITonDemand Help Desk Support Information.pdf) for further
information. Client point of contact can access their account manager directly by
phone, email, or text.

2.7. Describe the escalation and account management process?

0 Escalation process is done based on complexity of the issue. However, we have
initial helpdesk resolution followed by escalation to level 2, and 3 engineering.

0 The account management process includes quarterly review meetings to assess
various aspects of your account. During these sessions, we discuss
Email/Application licensing, asset management, future planning, solution
recommendations, and any ongoing support escalations. Additionally, you'll have
direct access to an Account Manager, available 24/7 via a dedicated phone line,
ensuring prompt assistance whenever needed.

0 Monthly meetings are encouraged for ticket reviews and pro-active account

reviews.
2.8. Where is/are your support center(s) located?

Florida (Ocala, Gainesville)
Virginia (DMV Area)
Michigan (Livonia)
Tennessee (Memphis)
Kentucky (Louisville)

O O 0O 0o O ©

Washington (Lynden)

2.9. How do you notify users of maintenance windows or system outages?

0 Maintenance Windows: Support Ticket/Email communication is sent to Partner Point
of Contact and assistance is provided in notifying entire company prior to any
global changes. A schedule of regular and routine maintenance windows are
agreed upon during onboarding.
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0 System Outages, we have monitoring around the clock. When an outage occurs, a
support ticket is automatically created and set urgently in our systems. All
ITonDemand support staff is notified via internal automatic notifications and
resources are notified/assigned.

2.10. What is the firm’s willingness or ability to support the security systems, phone
systems,
audio/visual systems?

0 |TonDemand can provide support for phone systems, security systems and
audio/visual systems.

2.11. Who are your technology partners? Please describe your relationships and
experience

0 eResources consist of 4 additional divisions:
0 VIA Studio - Marketing, software & web development
0 Orchestrate - Application process management
0 HDRealty — IT services for multifamily roperty management
0 Dynamis - Remote staffing
0 Microsoft — 20 year partnership, Gold Partner
VEEAM — 5 year partnership, best-in-class Disaster Recovery and Backup, Gold
Partner
0 Many technology platforms — SalesForce, Dell, HP, DATTO, ConnectWise
0 Field Nation - On site IT needs for areas we don't have a presence in

2.12. Will you subcontract any components of the proposed solution to third party
organizations? If so, please describe the components to be subcontracted and provide
details of any agreement in place with the subcontracted firm/individuals as well as a

0 We do not subcontract except for locations that our outside of our support radius.
This does not affect our clients and only applies for remote workers and satellite
offices out of the States we work.
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Demonstrated Customer Service Quality and Support

All partners have direct emails and cell numbers of the account management team for any
issues that require immediate attention. We also have a call center to answer incoming
phone requests from end users as well as a customer facing ticket portal where anyone
can monitor ticket status. Our goal is to ensure prompt and timely responses on issues
with several ways we can be contacted. We are a customer service partner first, and a
technology partner second. Lastly, the CEQO, Dusty Gulleson, provides his direct cell
number for issues the C-Suite clients may want to bring to his attention.

3.1. Indicate the number of employees in your organization. You may also include
additional details such as employees’ areas of expertise, experience with virtualization,
certifications, etc. i) Number of employees in Account Management and Technical
Support; ii) How many employees are full-time vs. contractual?

eResources employees 80 team members

0 We have experience in all areas of IT including but not limited to: Virtualization
(Hyper-V, VMWare), networking, security, backups & disaster recovery, cloud
hosted applications and services, general troubleshooting, maintenance and
administration.

0 8 account managers
41 technical support staff including engineers

0 All employees are full time

3.2. What types of monitoring agents would you use for end user devices?

0 NinjaOne Support Agent

3.3. What is the back-end help desk system you use?

0 Connectwise
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3.4. Do you offer managed firewalls or other managed technology?

0 ITonDemand manages all network equipment within our service plans which
include firewalls, network switches, wireless infrastructure, internet connectivity,

and related hardware.

3.5. Do you offer Mobile Device Management (MDM) or other mobile management
technology?

0 Yes.

3.6. Do you offer a Security Information and Event Management (SIEM) or other security-
based technology?

0 Yes. We use Blumira SIEM.

3.7. What tools do you use for network monitoring?

0 SentinalOne and ConnectWise SOC (Security Operations Center)

3.8. What tools do you use for system monitoring or general health level of end user
devices?

0 NinjaOne & Sentinel One

3.9. Do you offer or partner for laptop encryption?

0 Yes. We use BitLocker.

3.10. Please provide details on your standard reporting capabilities.

0 Our standard reporting includes inventory of computers to show out of date/end of
life equipment, hours report on tickets by ticket and/or by tech which can be filtered
by date ranges, contract/agreement information, security advisory issues and
backups.
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3.11. Describe any documentation and support (e.g., user manuals, online help, interactive
web-based seminars, and online knowledge base) that will be available, both from the
technological perspective and the end user perspective.

0 We utilize IT Glue for our documentation platform that we can extend to you, should
any need arise where a repository of documents is deemed necessary

3.12. How do you monitor customer satisfaction and quality assurance on an ongoing basis
and how might we benefit from this process?

0 Account managers have regular meetings with clients to ensure business goals are
aligned properly. Our ticketing system also has feedback options that allow end
users to provide feedback on their experience with the tech assigned to their ticket
and the work that was performed. We also send out a yearly survey to all clients
with feedback questions about how their experience was over the year and if there
were anything improvements that could be made from their perspective.

3.13. The OCHFA user base varies considerably in its level of technical sophistication.
Please describe your experience in successfully supporting users that may be remote

0 The majority of our work is done remotely. We utilize Ninja RMM which is installed
on every end user computer so we can log in quicky and resolve issues. We go
onsite as necessary or requested. Customer service is our highest concern.

Exhibit B: Public Entity Crimes

Attached as a separate document.
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Exhibit A:

1.0 Expertise and Experience

1.1. Briefly describe the history and organization of your firm and confirm its current status as a
service provider of Managed Information Technology Services.

Rolle IT, LLC was founded in January 2019 by Cordell and Marla Rolle with the mission of providing
user-focused, value-driven IT and cybersecurity services. Since its inception, Rolle IT has grown into a
trusted Managed Service Provider (MSP) serving a variety of clients across public and private sectors,
including government agencies, defense contractors, and nonprofit organizations.

Headquartered in Melbourne, Florida, Rolle IT is a certified Service-Disabled Veteran-Owned Small
Business (SDVOSB) and Minority Business Enterprise (MBE). The company’s key areas of expertise
include managed IT services, cybersecurity, cloud infrastructure, and compliance consulting. With a
dedicated team of over 21 full-time associates, Rolle IT provides comprehensive IT support tailored to
meet the unique needs of each client.

Rolle IT has received numerous recognitions for its excellence in service and community impact,
including:

GrowFL Top 50 Companies to Watch 2024

Department of Labor’s Hire Vets Gold Medallion Award 2024

Business of the Year by the Space Coast Black Chamber 2023

Cocoa Beach Chamber of Commerce Technology Company of the Year 2022
Women In Defense Leadership Award 2020

In addition to professional achievements, Rolle IT is deeply committed to community involvement. The
company supports nonprofit organizations such as Junior Achievement, where it contributes to the
growth of young entrepreneurs, WeVenture, which supports women-owned businesses, and
CareerSource, which focuses on workforce development and job placement. This dedication to
community engagement demonstrates Rolle IT’s commitment to making a lasting positive impact
beyond its business operations.

Rolle IT is currently contracted to provide Managed IT Services to critical clients such as public
infrastructure, Melbourne Orlando International Airport, Department of Defense contractors, financial
organizations, and nonprofit organizations, demonstrating its reliability, expertise, and commitment to
excellence.

Rolle IT LLC | 370 N Harbor City 2D Blvd Melbourne FL 32935 | 321-604-8462 2
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1.2. Describe the services offered and how they would meet the needs of OCHFA. Specify services
such as: Fully Managed IT Services / Co-Managed IT Services / Managed Compliance and/or After-
Hours Maintenance.

At Rolle IT, we understand that reliable and secure IT services are the foundation of any successful
organization. Our approach is to offer a suite of services that not only address OCHFA's immediate
operational needs but also provide long-term strategic benefits, ensuring scalability, security, and
resilience.

Fully Managed IT Services: Our end-to-end management service encompasses everything from
network security and infrastructure monitoring to proactive maintenance and user support. We use
advanced service software, Jira, to track and manage every IT request, ensuring that no issue falls
through the cracks. Jira allows us to maintain complete transparency and accountability, providing
OCHFA with detailed reports, service timelines, and performance metrics.

Co-Managed IT Services: For organizations with existing IT staff, Rolle IT provides a collaborative
approach, augmenting internal teams with specialized expertise and advanced tools. We ensure that
your internal team is supported with seamless escalation paths, access to subject matter experts, and
strategic planning to optimize IT operations.

Managed Compliance Services: Ensuring compliance with industry regulations such as NIST 800-171,
CMMC, and SOC 2 is a critical component of our service offering. Our team conducts regular risk
assessments, policy updates, and audit preparations to keep OCHFA's IT environment compliant and
secure.

After-Hours Maintenance: To minimize disruptions to daily operations, we perform system updates,
patches, and backups during non-business hours. Our after-hours support team remains on standby to
address critical incidents, ensuring continuous protection and uptime.

In addition to these services, Rolle IT takes pride in its robust distribution partnerships with Pax8 and
Ingram Micro. These partnerships enable us to license, manage, and provide nearly all of today’s
popular business applications, including Microsoft, Adobe, Fortinet, SonicWall, Dell, and CrowdStrike,
among others. Due to our volume-based pricing, we often provide software and hardware solutions
below MSRP, passing valuable cost savings to our clients.

Our extensive reseller work means that OCHFA will have access to best-in-class technology solutions,
fully managed and tailored to your needs. Our staff’s broad exposure to a wide range of business tools
and applications ensures that we can support specialized systems as well as industry-standard
platforms. Whether it’s user onboarding, security configuration, or software procurement, Rolle IT is
your trusted partner in IT management.

By integrating these comprehensive services, Rolle IT delivers a holistic approach to IT management
that enhances operational efficiency, fortifies security, and drives cost-effectiveness for OCHFA.
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1.3. What are the general types of organizations your clients represent?

Rolle IT's client portfolio spans several critical sectors, demonstrating our expertise in supporting
complex IT environments and meeting stringent compliance requirements. Our primary focus areas
include:

Defense Industrial Base (DIB): We provide robust IT and cybersecurity solutions for contractors
working with the Department of Defense, ensuring compliance with regulations such as NIST 800-171
and CMMC.

State, Local, and Education (SLED): We partner with state agencies, local municipalities, and
educational institutions to enhance their IT capabilities while ensuring cost efficiency and security.

Critical Infrastructure: Our team supports organizations in transportation, aviation, and public safety to
maintain operational continuity and robust defense against cyber threats.

Nonprofits: We work with nonprofit organizations to implement cost-effective IT solutions that support
their community-focused missions.

Financial Organizations: We work with small financial organizations. Our Managed Security Services
are key in protecting critical financial and client information.

Key client partnerships include the Department of Veterans Affairs (VA), where Rolle IT has provided IT
support since 2019 as a subcontractor for both the Veterans Health Administration (VHA) and Veterans
Benefits Administration (VBA). Additionally, we have supported high-profile projects for Homeland
Security and have ongoing contracts with the Melbourne Orlando Airport Authority, Fox Valley
Technical College Supporting the Internet Crimes Against Children Program, and several law
enforcement agencies.

By working across these diverse sectors, Rolle IT has gained extensive experience in tailoring IT
solutions to meet specific operational requirements, whether it’s implementing secure data
management for educational institutions or ensuring uninterrupted service for critical infrastructure.
This breadth of experience positions us as a trusted partner for OCHFA.

1.4. Describe your onboarding/implementation process and approach if you were selected?

At Rolle IT, onboarding is designed to be a transparent, structured process that sets the foundation for
long-term success. Central to this approach is our use of Jira as a comprehensive project management
tool, ensuring that every step of the onboarding journey is clearly documented, tracked, and visible to
all stakeholders.

Our onboarding process typically follows these key phases:

1. Discovery Phase: The first phase involves conducting a thorough assessment of OCHFA's existing IT
environment. During this phase, we gather detailed information about your current infrastructure,
workflows, and support needs. Our team creates a custom blueprint for your service desk, tailoring it to
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meet your unique requirements. By ensuring that the service desk reflects your organizational needs,
we provide a user-friendly interface for staff to submit tickets, request support, and track updates.

2. Planning and Task Assignment: In this phase, all onboarding tasks—such as network configuration,
software deployment, and security updates—are entered into Jira. Each task is assigned to a
responsible team member, with clear timelines and dependencies outlined. This approach allows us to
track progress in real time, ensuring that everyone involved stays informed about milestones and
potential blockers.

3. Implementation and Configuration: We begin deploying our systems and configuring tools according
to the tailored onboarding plan. Service desk workflows, user access permissions, and communication
protocols are all established during this phase. Our Jira platform ensures that any changes, updates, or
dependencies are logged, providing full visibility into what has been completed and what remains in
progress.

4. Timeline and Dependencies: One of the key benefits of using Jira is that it provides an interactive
timeline that outlines critical milestones and associated dependencies. If there are any delays due to
external factors, such as hardware delivery or third-party integrations, they are immediately noted and
adjustments are made to keep the onboarding process on track.

5. Knowledge Transfer and Training: Once the systems are live, we conduct comprehensive training
sessions for OCHFA staff. These sessions ensure that users are comfortable navigating the service desk,
submitting requests, and understanding system functionalities.

Benefits of Tracking in Jira:

Real-Time Visibility: OCHFA leadership can monitor onboarding progress, review task
statuses, and access reports at any time.

Accountability: By assigning tasks directly within Jira, we ensure that each team
member knows their responsibilities and deadlines.

Efficiency: Automated notifications and progress tracking reduce the need for status
meetings and keep all stakeholders aligned.

Transparency: Our use of Jira fosters a collaborative environment where OCHFA and
Rolle IT work seamlessly as partners, with shared access to timelines, updates, and
documentation.

By using this phased, transparent onboarding approach, we ensure that OCHFA’s IT environment is
optimized from the start and that all stakeholders have confidence in the process.

1.5. How do you typically work with IT Management at clients who have staff members?
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At Rolle IT, our Agile development framework serves as the foundation for how we seamlessly
integrate with clients’ IT management and staff. Agile practices foster collaboration, transparency, and
alignment, enabling us to bring diverse teams together to achieve common goals. By emphasizing
sprint planning, backlog refinement, and iterative delivery, we ensure that our clients have visibility
into every stage of a project. Our product owners and business analysts work closely with client teams
to prioritize work items, projects, and initiatives based on both strategic objectives and immediate
needs.

Key components of our Agile approach include:

Cross-Functional Collaboration: We embed our technical experts alongside client personnel, forming
cohesive teams that communicate daily and operate as a unified force.

Sprint-Based Progress: Our sprint cycles allow for consistent progress, with regular check-ins to ensure
goals remain aligned and any blockers are addressed promptly.

Transparent Prioritization: Through backlog grooming and sprint reviews, we ensure that key
stakeholders are informed and empowered to make timely decisions.

A prime example of our success in collaborative environments is our work with the Department of
Veterans Affairs (VA). For over six years, Rolle IT has been a critical part of multidisciplinary teams
supporting five of the VA’s top 100 mission-critical applications. These teams consist of government
personnel, other contractors, and Rolle IT specialists working in unison to ensure veterans have access
to the support they need. Our role involves not only technical delivery but also fostering open
communication and maintaining alignment across all parties.

By leveraging Agile principles and our extensive experience with large, complex environments like the
VA, Rolle IT ensures that clients experience seamless integration, consistent progress, and impactful
results. Our approach strengthens internal IT teams, enhances productivity, and delivers superior
service to stakeholders.

1.6. Do you serve clients with 24 x 7 requirements?

Yes, Rolle IT provides 24/7 support to clients with critical infrastructure needs, understanding that
threats don’t sleep—and neither does Rolle IT. Our Network Operations Center (NOC) operates around
the clock to monitor systems, detect anomalies, and respond to incidents in real time.

We provide continuous support to organizations such as the Transportation Security Administration
(TSA), law enforcement agencies, and healthcare providers, where uninterrupted service is essential to
their mission. Our proactive approach ensures minimal downtime and rapid recovery from any
disruptions, safeguarding vital services and public safety.

This commitment to 24/7 service includes:
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Real-Time Monitoring: Constant oversight of system health to catch issues before they impact
operations.

Incident Response: Immediate triage and remediation of incidents to ensure continuity.

After-Hours Maintenance: Updates, patches, and backups performed during off-hours to
prevent interruptions during peak times.

By providing comprehensive around-the-clock support, Rolle IT enhances our clients' ability to maintain
secure, efficient operations at all hours, reinforcing their mission-critical objectives.

1.7. What other services do you offer besides the core services of a Managed Service Provider?
Beyond core MSP services, Rolle IT offers:

e Cybersecurity Services: Managed Detection and Response (MDR), penetration testing, and
vulnerability assessments.

e Managed Security Services

e vCISO Services: Fractional Chief Information Security Officer services for strategic security
planning and compliance.

e Cloud Infrastructure Management: Management and optimization of cloud services, including
Microsoft Azure, AWS, and Microsoft 365. Transitions and modernizations to cloud
environments for legacy environments such OCHFA has

e Custom Software Development: Solutions such as SharePoint workflows, application
development, and database administration.

e IT Policy and Compliance Consulting: Development of IT policies aligned with regulatory
requirements and organizational goals.

e Hardware and Software procurement

e DevSecOps Custom Software Development

1.8. What type of training do you offer either during onboarding or ongoing?

Rolle IT provides comprehensive training programs designed to empower users and ensure they have
the knowledge needed to effectively use our systems and services. Our training approach includes
multiple formats to accommodate different learning styles and to ensure that key stakeholders at all
levels, from general users to senior leadership, are confident in using our tools.

User Training: During onboarding, Rolle IT supplies detailed user guides complete with step-by-step
instructions and screenshots to walk users through accessing and using our service desk and IT support
tools. We also create training videos that provide visual and auditory walkthroughs for commonly
performed tasks, reinforcing key concepts. Additionally, we offer one-on-one instruction for senior
leadership to ensure they know how to navigate the system and access real-time metrics on the status
of their IT service desk.
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Cybersecurity and Email Spam Training: Rolle IT places a strong emphasis on security awareness. We
provide regular cybersecurity training sessions that cover emerging threats, phishing simulations, and
best practices for secure communication. By keeping users informed and vigilant, we help mitigate
security risks and prevent costly incidents.

Customized Training Packages: We use a variety of tools to create tailored training materials that meet
client-specific needs. As a reseller of Udemy, one of the largest professional training platforms, Rolle IT
can provide access to thousands of courses across a wide range of professional development areas.
This allows us to supplement technical training with additional skill-building resources.

Employee Onboarding: For new client employees, Rolle IT handles the onboarding process to ensure
they are set up in our system and understand the proper use of client-