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B. Profile 
Eola Technology Partners is a managed IT services provider specializing in proactive IT 
management, cybersecurity, and strategic IT planning. We serve organizations that require high 
uptime, strong security, and predictable IT operations. 
 
We have extensive experience supporting municipal environments and regulated systems, 
including CJIS-compliant organizations. 
 

1. Years in Business: 18  
2. Public Sector Experience: 10+ years  
3. Number of Clients: 29 
4. Number of Clients in Public Sector: 1 
5. Total Employees: 12 

a. (1) Service Manager 
b. (6) Helpdesk Technician 
c. (1) Strategic Advisor  
d. (2) Administrative  
e. (1) Purchasing Coordinator  
f. (1) Business Development  

6. Location of Office to Service Account: 3670 Maguire Blvd. Suite 250, Orlando, FL 32803 
7. Skills Matrix of employees:  

Technician Skills Matrix – Eola Technology Partners 

✔ = Primary Expertise  ◐ = Working / Escalation Support 

Technical Capability Help Desk 
Technicians 

Senior 
Technicians 

Service Manager 
/ Leadership 

End-User Support (Windows, Laptops, 
Desktops) 

✔ ✔ ✔ 

Microsoft 365 Administration (Exchange, 
Entra ID, SharePoint) 

✔ ✔ ✔ 

Network Support (Switches, Firewalls, VPN, 
Wireless) 

◐ ✔ ✔ 

Server Administration (Windows Server, 
Virtualization) 

◐ ✔ ✔ 

Cybersecurity Tools (EDR, App Control, 
Email Security) 

✔ ✔ ✔ 

CJIS Compliance & Secure Access 
Procedures 

✔ ✔ ✔ 

System Monitoring & Alert Response ✔ ✔ ✔ 

Patch Management & Preventative 
Maintenance 

✔ ✔ ✔ 
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Backup & Disaster Recovery ◐ ✔ ✔ 

Incident Response & Technical Escalations ◐ ✔ ✔ 

Vendor & ISP Coordination ✔ ✔ ✔ 
Documentation & Knowledge Management ✔ ✔ ✔ 

Strategic IT Planning & Architecture — ◐ ✔ 

Budgeting, Forecasting & Lifecycle Planning — — ✔ 

 

C. Proposal 

1. Proposer’s Approach and Ongoing Support Methodology  
The proposer delivers services through a structured, proactive managed services model focused 
on reliability, security, and alignment with the client’s operational goals. Engagement begins with a 
formal onboarding and assessment process to understand the environment, users, and risks, 
followed by standardized configurations, monitoring, and preventative maintenance to minimize 
disruptions. A single point of contact ensures clear ownership and accountability for all services. 

Ongoing support is provided through a centralized help desk with defined intake, prioritization, and 
escalation procedures. Support requests are tracked from intake through resolution, with clear 
response targets and escalation paths to service management and leadership as needed. In 
addition to day-to-day support, the proposer emphasizes proactive communication, 
documentation, and regular service reviews to identify trends, address risks, and continuously 
improve service delivery. 

2. Proposer’s Positioning and Relevant Experience 
Eola Technology Partners is well positioned to deliver the requested Services based on extensive 
experience providing managed IT services within the municipal and public-sector environment. The 
firm has been in the IT services industry for over 18 years, with more than 10 years of direct 
experience supporting municipalities, giving our team a strong understanding of the operational, 
security, and compliance requirements unique to this sector. 

Eola Technology Partners currently supports the City of Belle Isle and has also previously provided 
comprehensive IT support services for the City of Casselberry and the City of Winter Springs, 
delivering reliable day-to-day support, infrastructure management, and strategic guidance. This 
experience has resulted in a knowledgeable, seasoned team that is familiar with municipal 
workflows, stakeholder expectations, and the need for consistent, accountable service delivery. 
Our long-standing presence in the industry and proven municipal track record position us to 
egectively support the City’s current and future technology needs. 
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3. References  

Name  Organization Title Address Phone 
Number 

Jonathan Duryea City of Winter 
Springs 

IT Manager 1126 East State Road 434 
Winter Springs, Florida 
32708 

(407) 327-7571 

Tod Ellington Whitestone 
Branding 

VP of Operations 99 Wall St, Suite 6000, 
New York, NY 10005, USA 

(407) 310-0004 

Ken Lamar Aggressive 
Appliances 

Accounting 
Manager 

617 Mercy Dr, Orlando, FL 
32805 

(407) 295-4489 
EXT 1100 

4. Support Services Questions 

A. Help Desk Support Availability   
Eola Technology Partners provides remote and on-site helpdesk support.  
 
B. Helpdesk Hours and After-Hours Response 
Normal helpdesk support is available Monday–Friday: 8:00 AM – 5:00 PM. After-Hours Support 
consists of two on-call technicians readily available to address emergency situations on a 24/7 
basis.  

 
C. How To Reach Support 
We do not provide a toll-free phone number. Helpdesk can be reached via phone, portal or email. 
 
D. Available Support Technicians 
Eola Technology Partners has 6 full time technicians and 2 technical escalation contacts available 
for support.  
 
E. Pricing Structure  
Eola Technology Partners utilizes a hybrid pricing structure. Ongoing support and helpdesk support 
is provided under a fixed monthly cost that fluctuates with the city’s employee count. This includes 
proactive monitoring, system maintenance, security management, and unlimited help desk 
support.  Services outside the scope of routine support—such as large projects, migrations, 
specialized consulting, or contractor services—are billed on an on-demand, hourly basis at 
predefined rates, with all additional charges for hardware, software, licensing, or third-party 
services quoted and approved in advance to ensure transparency and budget control. 
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F. Steps for Resolving Problem Escalation  
Issues are escalated when resolution is delayed, scope is unclear, or the issue is outside the 
technician’s authority. The Service Manager reviews the ticket, confirms priority and impact, and 
removes any blockers. If additional expertise is required, the issue is escalated to senior technical 
or leadership resources. The client is kept informed throughout the escalation process, and once 
resolved, the solution is documented and reviewed for quality before the ticket is closed. Clients 
can initiate an escalation by reaching out directly to the Service Manager or the Director of 
Operations.  

G. Final Authority Regarding Conflicts  
Eola Technology Partners designates executive leadership as the final authority for resolving any 
service-related conflicts or disputes. If an issue cannot be resolved at the technician or Service 
Manager level, it is escalated to senior leadership, who has full authority to make final decisions 
regarding scope, prioritization, and resolution to ensure timely and satisfactory outcomes for the 
City. 
 
H. Response and Resolution Times  

Priority Level Definition Impact SLA Target 
Critical Priority 
1 
— Critical 
Outage 

A complete loss of a critical 
system a\ecting multiple 
users or core business 
operations. 

The city’s operations 
are directly 
impacted.  
         

Response: 30 Minutes 
Resolution: 2 Business Hours 

High Priority 2 
 — Major Issue 

Severe issue affecting 
multiple users or a critical 
function, but business can 
still operate in a limited way. 

Productivity heavily 
impacted and/or 
Workarounds may 
exist 

Response: 1 Hour 
Resolution: 4 Business Hours 

Medium Priority 
3 
— Standard 
Issue 

Single-user or small group 
issues with moderate 
impact. 

Inconvenient but 
business continues 

Response: 4 Business hours 
Resolution: 8 Business Hours 
         

Low Priority 4  
— Low / 
Request 

Non-urgent requests or 
cosmetic issues. 

 No operational 
disruption 
         

Response: 1 Business Day 
Resolution:  2 Business Days 
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5. Scope of Service Beyond MSP  

In addition to the services outlined in this RFP, Eola Technology Partners includes a range of 
value-added services as part of its standard offering, at no additional cost to the City. These 
services include strategic IT leadership and planning such as annual budgeting assistance, 
technology lifecycle planning, and IT roadmap development; enhanced cybersecurity services 
including advanced threat detection, security awareness training, and compliance support; 
disaster recovery planning and business continuity testing; and project-based support for 
infrastructure upgrades, system migrations, and technology modernization initiatives. These 
services are provided to enhance operational efficiency, security, and long-term scalability without 
increasing the City’s cost. 

6. Proposal Summary 

Eola Technology Partners is pursuing this engagement to continue serving as a trusted technology 
partner to the City by delivering reliable, secure, and proactive IT services that support daily 
operations and long-term municipal goals. As the City’s current IT services provider, the proposer 
has a deep understanding of the City’s infrastructure, departmental needs, and compliance 
requirements, including CJIS-regulated environments. This familiarity allows for continuity of 
service, reduced risk, and immediate operational egectiveness. 

The proposer is uniquely qualified to perform these Services based on 18 years in the IT services 
industry and more than 10 years of experience supporting municipal and public-sector 
organizations. The firm brings a proven, structured service delivery model, a CJIS-certified technical 
team, and a strong focus on proactive maintenance, cybersecurity, and clear communication. This 
combination of municipal experience, technical expertise, and established local presence 
positions the proposer to provide consistent, high-quality IT services that align with the City’s 
operational, security, and budgetary requirements. 

7. Contract Termination 
 
No such event has taken place.  
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8. Cost of Services 

A. Fee Schedule 
Eola Technology Partners utilizes a fixed monthly, per-user pricing model. Standard help desk and IT 
support services are not billed hourly and are fully included in the monthly per-user rate. 

Service Type Rate  Quantity Total 
Managed IT Services  
(Preventative Maintenance & Help Desk Support) 

$120 / user / month 38 $4,560 / month 

On-Demand / Project / Migration 
Services 

$175 / hour 
  

Annual Price Adjustment: 
Fees for Managed IT Services may be subject to an annual price adjustment of up to five percent 
(5%), egective upon each contract anniversary date. Any such increase will be provided to the City 
in writing at least 60 days prior notice and will reflect increases in labor costs, operating expenses, 
market conditions, and regulatory or compliance requirements. 

No price adjustment shall exceed five percent (5%) in any single contract year. All other contract 
terms and service levels shall remain unchanged. 

B. Pricing Methodology 
The proposer’s services are priced using a per-user, per-month model designed to provide 
predictable budgeting and scalable coverage. The monthly rate of $120 per user includes ongoing 
preventative maintenance, monitoring, cybersecurity management, and unlimited help desk 
support during standard service hours. This fee automatically adjusts as the City’s user count 
fluctuates due to hiring or employee departures, ensuring the City only pays for active users. 

Services that fall outside of routine managed services—such as large projects, system migrations, 
or specialized consulting—are billed on an on-demand hourly basis at $175 per hour, subject to 
approval by the City. 

C. Additional Charges 
Hardware, software, and licensing costs are billed separately. Hardware and software are quoted 
and approved in advance to ensure transparency and compliance with City procurement 
requirements. All hardware, software, licenses, subscriptions, cloud Services, and related assets 
purchased for use by the City of Belle Isle shall be and remain the sole property of the City of Belle 
Isle. 
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9. Proposal Summary and Proposer Qualifications 

Eola Technology Partners submits this proposal to continue serving the City as a trusted, long-term 
IT partner capable of delivering secure, reliable, and proactive managed IT services across all 
departments, including CJIS-regulated environments. As the City’s current IT services provider, Eola 
brings immediate familiarity with the City’s infrastructure, operational workflows, and compliance 
requirements, allowing for continuity of service and reduced transition risk. 

The proposer is uniquely qualified based on 18 years of experience in the IT services industry and 
over 10 years supporting municipal and public-sector organizations. Eola employs a proven, 
structured service delivery model emphasizing preventative maintenance, cybersecurity, and 
responsive user support, supported by a CJIS Level 4-certified technical team and local 
Orlando-based resources. This combination of municipal experience, technical expertise, and 
proactive service philosophy positions the proposer to deliver consistent, high-quality IT services 
that align with the City’s operational, security, and budgetary needs. 

 
















