QUOTATION FOR THE PROVISION OF 
ON-SITE END USER COMPUTING WORKS 
AND SERVICES TO THE  

SINGAPORE AVIATION ACADEMY
FOR A PERIOD OF TWO YEARS
QUOTATION SPECIFICATION

PRIVATE 1.
GENERAL SCOPE OF VENDORtc "1.
TENDER DOCUMENTS"
1.1.
Vendors are invited to submit proposals for the provision of a comprehensive on-site end-user computing (EUC) works and support services. The services shall encompass on-site end user computing problem resolution and IT support services.   

1.2
Vendors shall submit the pricing of the services in accordance to that stipulated in Part 3 Section I. Other pricing structure proposed by the Vendor may be disregarded. 
1.3
The on-site end user computer works and support services shall be provided by the Vendor for two (2) years from the contract start date. The proposed services shall be made available within two (2) weeks from the date the quotation is awarded. 
1.4
The on-site EUC services is at Singapore Aviation Academy (SAA), a Division of Civil Aviation Authority of Singapore(CAAS). The scope of services includes all sites at SAA premises.  
2. 
VENDOR’S EXPERIENCE 

2.1
The Vendor shall have an established infrastructure and possess the experience and track record in this area of work in order to meet the tender requirements. 

2.2
The Vendor shall cite relevant experience profile and available infrastructure to substantiate their abilities to meet the tender requirements. 

2.3 The Vendor shall demonstrate that it already has trained personnel that are able to provide the services required.
2.4
References of similar contracts and works undertaken directly by the Vendor will be taken into consideration in the evaluation of the tender. Vendors shall provide the list of contacts for CAAS’ reference. 

3.
CURRENT ENVIRONMENT 

3.1
There are currently a total of about 80 users and 80 desktops and PC notebooks.  

3.2
The users are currently operating in the following configurations and setup:-
3.2.1
Desktop and Portable Computers


Intel based Pentium II, III, IV and above from vendors such as IBM., HP, Toshiba, Fujitsu, etc. 

3.2.2
Desktop Operating Systems


Microsoft Windows, MS Office, Netscape, Internet Explorer, Lotus Notes email, CISCO VPN client, Norton Anti-virus,  Personal Firewall etc. 

3.2.3
LAN/Network Operating System


Windows AD and Windows NT,etc. 

3.2.4
Network Protocol


Primarily TCP/IP, IPX/SPX etc.

3.2.5
Printers and Printing Services


Monochrome and colour Laser Printers, Deskjets and Inkjets 

3.2.6
Other in-house developed applications (both existing and new). 

3.2.7
WIFI

4.
SCOPE OF SERVICE 

4.1
The Vendor shall provide the following on-site services: 
End User Computing (EUC) works and services of one on-site Information Technology support personnel in accordance to the requirements stipulated from Clause 4.2 to Clause 4.7. 
4.2
Specification for the Vendor’s Staff and Services 

4.2.1 The Vendor shall provide trained and qualified on-site Information Technology support personnel (hereinafter referred to as “Vendor’s Staff”) who must be citizens of Singapore.

4.2.2 The Vendor’s Staff must possess character with respect to integrity, honesty and judgement and must not possess any past criminal records.

4.2.3 The Vendor’s Staff shall be subjected to the governmental security clearance as required by CAAS that is deemed necessary to support the ongoing application system. 

4.2.4 The Vendor’s Staff must be able to converse in and write fluently in the English Language.

4.2.5 The Vendor shall provide on-site Information Technology support personnel to support the works in accordance with Clause 4.7: Scope of Work. The Vendor’s Staff, having the relevant IT experience, are to support SAA during the term of this service for on-site end user computing problem resolution and IT support. Preferably, SAA requests the same Vendor’s Staff throughout the contract.
4.2.6 The term “Vendor’s Staff” refers to on-site IT support staff, replacement for on-site IT support staff provided by the Vendor, standby or backup on-site IT support staff, and other personnel deployed by the Vendor to be stationed in SAA.
4.2.7 All Vendor’s Staff that are assigned and deployed to SAA must be employed by the Vendor for at least a six (6) months period. The Vendor shall provide their resumes (attached with references) of the Vendor’s staff to SAA under this quotation for selection and approval. The Vendor’s Staff who will be delivering the services, will be interviewed, if necessary.

4.2.8 The Vendor’s Staff should possess the relevant qualification in the technical field with minimum 2-3 years of relevant experience in the technical IT and support environment. 
4.2.9 They shall possess at least and not limited to the following characteristics:-

(a) Good knowledge of handling and solving PCs and their peripherals’ problems;

(b) In-depth knowledge of common PC operating systems (e.g. Win 98, Win XP, NT, Windows 2000 or etc);

(c) Basic networking and server knowledge (eg. able to do ping and trace route troubleshooting);

(d) Good working knowledge of Microsoft Office Applications, Internet Explorer, Lotus Notes and Anti-virus software. The support staff shall preferably also have SAP client knowledge.  
4.2.10 The Vendor’s Staff shall have good working attitude, good telecommunication skills to be able to communicate clearly and effectively to users at all levels. 

4.2.11 The Vendor’s Staff shall work closely with the relevant CAAS’ Technical Team and also external vendors in providing IT support or other services to all SAA users. 
4.2.12  The Vendor’s Staff shall support the SAA users in liaising with suppliers and vendors in resolving technical problems. 
4.2.13 The Vendor’s Staff shall keep proper records and monitor closely all services and items replaced by SAA’ supplier(s) or vendor(s).
4.2.14 The Vendor’s Staff shall not be engaged in any work for or with any other party during the term of this Service. 
4.2.15 The Vendor shall provide company benefits and staff training and development programmes for the Vendor’s Staff in order to maintain and support existing and new IT systems that could be rolled out to the desktops, PC notebooks and other new IT equipment. 
4.2.16 The Vendor shall make known to SAA the salary, salary increment, the number of annual and medical leave, staff training and development programmes and other benefits to the staff that are deployed to SAA. SAA will keep all these information confidential. 
4.2.17 The Vendor shall be responsible for the welfare, insurance and medical treatment of all Vendor’s Staff assigned to SAA, at its own cost. 
4.2.18 The Vendor shall undertake to pay for any incidental fee eg. entry/office passes, transport costs or any other charges that are deemed necessary to fulfill the stipulated scope of work. 

4.2.19 The Vendor shall always maintain a qualified Vendor’s Staff stationed in SAA as stated in their quotation proposal, failing which Vendor shall compensate SAA a sum equivalent to one working week’s (5 days) professional fees for each day’s shortage of the Vendor’s Staff.
4.2.20 If the Vendor’s Staff reports sick, is on medical leave or fails to report to work for reason whatsoever, the  Vendor’s manager shall inform SAA Officer-in-charge via phone, email, etc. before 9:15a.m. on the day of the absence. 

4.2.21 The Vendor shall at its own cost provide a backup service to SAA including counselling of Vendor’s Staff and replacement of such Vendor’s Staff as and when requested by SAA.
4.2.22 The Vendor shall provide a proper handover service at the end of the contract. SAA shall have the right to retain the last month of professional fees if the handover of services to the next successful Vendor is not satisfactory. Preferably, there shall be a period of four (4) weeks for the new successful Vendor to take over. It includes orientation and on the job training for the new support staff who would be attached to the existing support staff. The existing Vendor shall ensure that all the handover procedures, services, orientation and training for the next successful Vendor are carried out smoothly. 
4.2.23 The Vendor shall ensure that there is no disruption of service to SAA during the last two months of the contract period, failing which the Vendor shall compensate SAA a sum equivalent to two (2) month’s of the professional fees of the said staff. 
4.3
Replacement of Staff 

4.3.1 If the Vendor’s Staff need to take annual, medical or other leave for reasons whatsoever for 2 or more consecutive days, the Vendor shall provide suitable replacements (must be approved by SAA) to stand-in in the absence of the Vendor’s Staff at no additional cost to SAA. Advanced notice of at least two (2) weeks shall be given to SAA and approval shall be sought from SAA for annual and other leave. 
4.3.2 The Vendor shall find a suitable replacement, as required by SAA so that the scope of works handled by the Vendor’s Staff will not be affected. SAA shall not unreasonably exercise its right under this clause.

4.3.3 The qualifications and specifications for any replacement, backup or stand-in staff provided by the Vendor shall be the same as the Vendor’s Staff who are deployed to SAA. 

4.3.4 The replacement, backup or standby staff shall be able to perform the scope of work as stated in this tender. 
4.3.5 Should the replacement, backup or stand-in staff be unable to report to work on time, the Vendor shall compensate SAA a sum equivalent to one day’s professional fees for each Vendor’s stand-in Staff who is late for work. 
4.3.6 SAA shall have the right to request the Vendor to replace any of the Vendor’s Staff immediately with a suitable replacement acceptable to SAA under any of the following circumstances:
(a)
If in the opinion of SAA, a Vendor’s Staff is guilty of misconduct, is incompetent, has received negative feedback or complaints from end users, is negligent or whose work performance, service level or conduct is unsatisfactory in any form;  
(b)
If the Vendor’s Staff shall by reason of illness or incapacity be prevented from carrying out his duties satisfactorily and if the Vendor’s medical advisor is of the opinion that the said Vendor’s Staff is likely to be so. 
(c)
If SAA is of the opinion that the Vendor’s Staff is unable to provide the services specified in Clause 4.7: Scope of Work.   
(d)
If SAA observes that the Vendor’s Staff does not possess the technical expertise to carry out diagnostic works and resolve problems assigned. 
4.3.7 The Vendor shall state clearly the backup or stand-in staff that will be assigned to SAA. 
4.4
Working Condition and Hours 

4.4.1 Vendor’s Staff shall report to and be under the supervision and direction of SAA officer-in-charge to whom the Vendor’s staff has been assigned. 
4.4.2 The location at which the support services are to be provided shall be at SAA’ premises.
4.4.3 The current working hours that will be offered to the Vendor’s Staff are as follows:
8.30am to 6.00pm from Mondays to Thursdays;

8.30am to 5.30pm on Fridays

(inclusive of 1-hour lunch break)

4.4.4 SAA shall also reserve the right to change the working hours by giving the Vendor notice in writing of not less than fifteen (15) days.
4.4.5 The Vendor shall ensure that the Vendor’s Staff report to work punctually in accordance to the prescribed working hours as specified. Should the Vendor’s Staff report for work fifteen (15) minutes or later than the official starting time, the Vendor shall compensate SAA a sum equivalent to one day’s professional fees for each Vendor’s Staff who is late for work.

4.4.6 If there are urgent works to be carried out on weekdays (before and after normal office hours), Saturdays, Sundays and Public Holidays, the Vendor’s staff has to undertake the assignments. These works include but are not limited to the following:

a) preparation for the next day event;

b) support events that may have run beyond the scheduled end time, etc.


The frequency of such overtime work is once a week and up to 2 hours each time. No additional payments will be paid by the SAA for such overtime works. All such additional cost must be included in the contract fee.

4.5 Designated Officers and Communication 

4.5.1 The Vendor shall appoint, in writing, one (1) designated staff as an Account Manager to be the main contact person between the Vendor and SAA.
4.5.2 The Vendor shall equip the Vendor’s Staff deployed to SAA with hand-phones for easy and instantaneous communication. 
4.5.3 The Account Manager shall have quarterly or more regular meetings as required with SAA to report the progress of the works, review problems, feedbacks, surveys and areas of improvements if necessary. 
4.6 Security
4.6.1 The Vendor’s Staff, when carrying out their services shall comply with the appropriate IT security policies and restrictions with respect to access to restricted areas, dress code, conduct, safety and working conditions, etc as applicable to the place of work or as stipulated by SAA. 

4.6.2 The Vendor and its staff shall keep all SAA information confidential at all times. The Vendor’s staff shall sign the Undertaking to Safeguard Official Information found in Part 4 Section M and at all times shall not discuss work detailed information with their Contractor(s), sub-Contractor(s) or any other persons for whatsoever reason.
4.6.3 SAA shall have the right to instruct the Vendor to replace any of his staff who in the opinion of SAA is considered to be undesirable or unfit for employment in the building or compound for security reasons.

4.6.4 Any breach of security rules, regulations and practice by the Vendor’s Staff shall render the Vendor liable to payment of a sum of not exceeding $1,000 per occasion.
4.7 
Scope of Work 

4.7.1 Typically, the Vendor’s Staff shall coordinate all first-level trouble-shooting, rectification and follow-up efforts. 
4.7.2 For problems that cannot be resolved within the scope of EUC services, the Vendor’s Staff shall be expected to escalate the problem to the next or higher level of support, which could be our SAA in-house Technical Teams or external vendors. 
4.7.3 The Vendor’s Staff shall monitor and coordinate with the next level of support to ensure the closure of reported problems.

4.7.4 In general, the scope of work for the Vendor’s Staff shall include, but is not limited to, the following: 
	Item
	Description

	1.
	To provide on-site end user computing problem resolution and IT support for SAA. To attend to all user’s request on IT-related problems and assist in troubleshooting, diagnosing, solving of problems on desktops, PC notebooks, printers, network cards and other IT-related accessories within a satisfactory time period.
The Support Staff must keep the user updated on the problem status 

(including updating user on the on-site visit to his/her office when he/she is not at his/her desk, or he/she is not contactable and etc.)

	2.
	To liaise with vendors on replacement of faulty hardware parts including monitoring the movement of the faulty parts being taken by the vendor until it is returned/replaced to the user’s office. 

	3.
	To follow up on jobs that are not closed. The Vendor’s Staff has to provide SAA users with a close loop management of the problems. To consistently keep end-users updated on the status of the problem resolution as well as work closely with the SAA in-house support or external vendor (if required) to ensure that the workaround, resolution or resolution plan is achieved.  

	4.
	To perform daily routine check and inform the system owners and management, if any of the network service is not available.  

	5.
	To handle delivery, installation, configuration and troubleshooting of desktops, PC notebooks, PDAs, printers, scanners, other peripherals or equipment for users. 

	6.
	To be responsible for desktop/PC Notebook setup and configuration, relocation and reconnection of PCs, printers, scanners and other peripherals or equipment to SAA network. 

	7.
	To create baseline images for desktops and PC notebooks. 

	8.
	To assist users to format or reformat harddisks according to SAA’ standard setup and configuration.

	9.
	To assist users to transfer/backup users whenever necessary. 

	10.
	In the event of upgrading of the standard applications and operating 

system for SAA desktop PCs, the Vendor shall assist with the upgrade. 

	11.
	To perform documentation, filing of problems and service request upon completion and other paperwork issued by SAA or external vendors. To maintain such records in accordance to ISO standards. 

	12.
	To maintain system documentation of existing and new desktop configurations and setups eg. Window XP installation and customization, etc.  

	13.
	To submit monthly report on jobs that are not closed and to include the reasons. 

	14.
	To contribute to knowledge sharing on desktops problems encountered during the course of work.. 

	15.
	To help to manage the condemnation and disposal of written-off PCs and peripherals. 

	16.
	To assist to collect and track records of SAA’ hardware and software asset inventory. 

	17.
	To maintain and trouble shoot Broadband and ISDN internet connection access.

	18.
	To set up internet access for overseas speakers and participants

	19.
	To support speakers with their presentation in any events.


4.7.5 The Vendor’s Staff shall adhere to copyright policies, Intellectual Property (IP) law and all related SAA’ IT policies. In the event when there is any infringement of the policies by the Vendor’s Staff, the Vendor will take full responsibility and SAA will not be in any way answerable for such infringements.
4.7.6 SAA reserves the right to add new assignments to services provided if the new tasks are deemed to come under the area of EUC works. SAA shall not unreasonably exercise its rights under this clause. 
SCHEDULE OF RATES (DETAILED PRICES AND CHARGES)

1 All prices quoted shall be Singapore Dollars, inclusive of delivery, installation, commissioning and all other charges.

2 All items quoted must be according to the mandatory specifications stated in Quotation Specification.

3 Prices Quoted must be GST exclusive.

OFFER PRICE 
	S/N
	Component Description
	Manpower

Unit Price

S$
	Basis of Cost
	No. of Manpower
	TOTAL PRICE

S$ (per month)

	1


	On-site EUC works and services
	
	
	
	

	2
	Additional Cost for Support Services
	
	
	
	

	TOTAL AMOUNT 
	


SAMPLE 

UNDERTAKING TO SAFEGUARD OFFICIAL INFORMATION

1.
My attention has been drawn to the Official Secrets Act (Chapter 213) and in particular to Section 5 thereof which related to the safeguarding of official information.

2.
I understand and agree that all official information acquired by me in the course of my work in connection with this project is of a strictly secret and confidential nature, and is not to be published or communicated by me to any other person in any form whatsoever except in the course of my official duties on a strictly "need-to-know" basis.

3.
I shall ensure that any other person who is authorized by me to have access to any official information shall similarly sign an undertaking to safeguard official information.

4.
I undertake to return any document received from the Government of Singapore, any other copies made or reproduced from such document or part thereof whenever required by the Government.

5.
I further understand and agree that any breach or neglect of this undertaking may render me liable to prosecution under the Official Secrets Act.

                        

                                  

_____________                           

Signature


Full Name in BLOCKS
NRIC No

______________    

                                  

_____________                           
Designation


Name of Company

Date

                                  

                                  

_____________                            
Signature of Witness

Full Name in BLOCKS
NRIC No

Address:                                                                               Date: ________________       
SAMPLE

CONTRACT AGREEMENT

A Contract made on the ____ day of ____20___ between the CIVIL AVIATION AUTHORITY OF SINGAPORE, a statutory board incorporated under the Civil Aviation Authority of Singapore Act, Chap 41 of Singapore Changi Airport, P O Box 1, Singapore 918141 (hereinafter called 'CAAS') of the one part and  ____________________________________________   a company incorporated in Singapore and having its registered address at _______________________________________________________________________ _____________________________  (  hereinafter called "the Contractor") of the other part.

Description of work to be done under this Contract

{ Description}

Sum payable under this Contract (in words):

Dollars - _________________________________________________________________________

______________________________________________________(S$                            ).

WHEREAS the Contractor has agreed to the Supply of the Goods/ Services on the terms and conditions hereinafter appearing.

NOW IT IS HEREBY AGREED AS FOLLOWS-

(a) This Agreement shall continue in force for a period of ___________________ from the date of approved Purchase Order(s).

(b) For the consideration hereinafter mentioned the Contractor will upon and subject to the Conditions annexed hereto supply and deliver such Goods/ Services in accordance with the said Form of Tender, Schedule of Tender, Particular Requirements / Specifications and Conditions of Contract.

(c) CAAS will pay the Contractor for such Goods or Services supplied at the rates specified in the said Form of Tender, Schedule of Tender and at all times and in the manner described in the said Conditions.

(d) The term 'Contract' wherever used herein and in all Contract Documents shall mean the documents forming the tender and acceptance thereof together with the documents referred to therein including the said Conditions annexed hereto and the said Schedule of Tender and all these documents taken together shall be deemed to form one contract and shall be complementary to one another.

(e) "CAAS" shall mean the Civil Aviation Authority of Singapore and shall include any officer authorised by CAAS to act on its behalf.

(f) "The Contractor" or "The Supplier" shall mean the person or persons, partnership, firm or company whose tender for the Supply of Goods or Services has been accepted and who has or have signed the Contract and shall include his or their heirs, executors, administrators, assigns, successors and duly appointed representatives.

As witness our hands of the parties hereto the day and year first above written.

(a) Signed by - 

Name

______________________             _____________________









(Signature) 

Designation
________________________

Date

________________________


for and on behalf of the CIVIL AVIATION AUTHORITY OF SINGAPORE


in the presence of -



Name

_____________________

__________________











(Signature)



Designation
________________________



Date

________________________

(b) Signed by - 

Name

______________________

__________________









(Signature)

Designation
________________________

Date

________________________


for and on behalf of the_______________________(the Contractor)


in the presence of - 



Name

______________________

__________________











(Signature)



Designation
________________________



Date

________________________
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