Sole Source Procurement Instructions

Department: HRECC Date: 1-13-2026

Vendor: ZenDesk

Product/Service: Help Desk

It is the policy of the City of Harrisonburg that contracts/products be awarded on a competitive basis
and that the use of a sole source procurement must be limited to those instances where only one
source is practicably available. Per Virginia Code 2.2-4303 and 2.2-4360, the sole source document
must be posted online for a minimum of ten (10) days before purchasing the product/service.

1. Explain why this is the only product or service that can meet the needs ofthe department makingthe
purchase.

ZenDesk provides multiple services that integrate into a single platform that allow us to

streamline operations, a requirement for our small team. They also allow ticket creation and

intake via email outside of our network, allowing field responders to report issues and request
help with minimal barriers.

2. Explain why this vendor is the only practicably available source from which to obtain this product or
service.

\We have already completed the set up and integration portion of the onboarding, meaning that
continued use will prevent any service or workflow interuptions. Any other system would require

downtime and completing setup and onboarding, as as the HRECC IT team is currently down 2
positions, we are unable to devote time to that process.

3. Explain why the price is considered reasonable.

The price is comparable to renewal fees for other, similarly sized help desk SAS providers.
Switching would require onboard and set up fees.

4. Describe the efforts that were made to conduct a noncompetitive negotiation to get the best possible
price for the taxpayers.

Because employees do not need to be users to submit tickets, we were able to secure a rate

that was lower due to needing fewer licences than other help desks that require all submissions
to come from users.

Please attach this form to the Requisition and forward to Purchasing.
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