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1 Introduction 

1.1 Background

The European & Developing Countries Clinical Trials Partnership (EDCTP) was created in 2003 as a European and African partnership in response to the global health crisis caused by the three main poverty-related diseases in sub-Saharan Africa of HIV/AIDS, malaria and tuberculosis. EDCTP is a non-profit making organisation formed by Article 169 of the European Union (EU) Treaty and is funded directly by the EU, its’16 member states, as well as Non-Governmental organisations and the private sector. EDCTP has a Secretariat based in two locations namely The Hague, Netherlands and Cape Town, South Africa that currently has 25 employees. Excellent IT links between the EDCTP offices are essential to the efficient running of the organisation and accessibility of the staff to the central databases and programmes from either office based or remote locations.
Further details on the activities of EDCTP can be found on the web site at www.edctp.org
Mission
EDCTP aims to accelerate the development of new or improved drugs, vaccines and microbicides against HIV/AIDS, malaria and tuberculosis, with a focus on phase II and III clinical trials in sub-Saharan Africa. 
EDCTP supports multicentre projects which combine clinical trials, capacity building and networking. The aim of integrating these three activities is to ensure that the developed capacity is built in sub-Saharan Africa to successfully conduct the clinical trials in a sustainable manner. 

1.2 Objective

The purpose of this document is to set out the requirements, major components of, weightings and considerations concerning, the potential outsourcing arrangement sought by EDCTP. 
The potential IT service providers are requested, through completing the forms downloadable from the web site http://www.edctp.org/index.php?id=539, to describe how they intend to meet the needs of the client (EDCTP). The proposal submitted by each bidder will be assessed by a selection panel of EDCTP senior staff plus an independent technical expert to analyse the relative strengths and merits of each proposal, and ultimately to select a final supplier in this selection process.

1.3 Planning

The duration of the selection process is from 1 December 2009 until 20 February 2009 and will follow recommended European Union tendering regulations. 
The planning for the physical migration and implementation will be developed in accordance with a timetable that will be discussed and agreed on with the selected IT supplier after the final decision whether or not to outsource the IT services has been made.

1.4 Point of contact

All applicants wishing to tender for this contract can download an application form from the following web site: http://www.edctp.org/index.php?id=539.
1.5 Structure of request for proposal (RfP)
The information provided in the RFP is organised as follows:

In chapter 2, the selection process is explained, milestones are indicated and conditions and criteria are clarified. Chapter 3 describes the related IT services, and chapter 5 describes the requirements and expectations regarding the new IT service provider.

This RfP is followed by Appendix 1 and Appendix 2 with general questions regarding the background of the IT supplier. Appendix 3 provides a list of current assets (hardware and software), and the EDCTP infrastructure can be found in Appendix 4.
2 The selection process

2.1 Milestones

At the latest, the completion of the outsourcing relationship with the IT service provider, including transfer of assets, should be realized by the end of April 2009. The current planning developed for those activities is shown below:

	Activity 
	

	Tender open date
	1 December 2008

	 Request for further information open date
	1 December 2008

	Last date answers are replied to on website
	7 January 2009

	Tender closing date
	12 January 2009

	Final selection decided upon
	20 January 2009

	Rejection letters sent out and successful bidder notified by EDCTP
	30 January 2009

	Negotiation with successful applicant begins
	23 January 2009

	Sign contract 
	20 February 2009

	Closing date for reasons given to unsuccessful applicant if requested
	14 February 2009

	Migration of physical assets begins
	From February 2009

	Migration of physical assets ends
	Latest April 2009


2.2 Procedure for responses
All interested bidders should complete their answers to the questions asked by EDCTP in Appendix 1 (eligibility) and Appendix 2 (general questions for selection) of this RfP which can be done interactively and then returned by email to pereira@edctp.org. 
Any questions which the bidder wishes to clarify with EDCTP regarding the tender including any technical questions should be submitted in the form on the website http://www.edctp.org/index.php?id=539.
All questions will be displayed anonymously along with their particular answers on the website. The questions will be answered up to five days before the closure of tender on 05 January 2009, also on the website. 
Questions raised by any unsuccessful bidder as to why a tender was unsuccessful will be answered by EDCTP within 15 days from the date of the rejection letter.

2.3 Conditions

The following conditions apply to this selection process:

· Questions raised will be treated anonymously and answered on the web site http://www.edctp.org/index.php?id=539
· An IT service provider can be excluded from the selection process without any consequences if the eligibility requirements as detailed in questions A1 to A4 in Appendix 1 are not met. The IT service provider will receive a notification clarifying this exclusion if any of the eligibility criteria are not met
· The bidder should always quote the section reference title and number when raising any question in relation to this RfP
· Effort and time spent to reply to this RFP document by the bidder cannot be charged to EDCTP

· EDCTP may decide to terminate the tender process at any stage which will be notified through the website
· Also should the annual costs increase by more than 30% over what EDCTP is currently paying or if the migration costs exceed 35% on one year’s annual service fee then the EDCTP will remain with the current provider and no new IT service provider will be contracted with
· Should the bidder not be able to communicate to a high standard in verbal and written English this will also prevent the bidder from being selected
· A minimum score of 243 points must be scored on the A category questions in order for the particular bidder’s bid to be able to proceed further as this equates to a the minimum level of essential services which EDCTP will require.
2.4 Criteria for selection 

All bids must complete and meet the eligibility criteria (Appendix 1) as detailed above in section 2.3 in order to proceed to the second scoring stage. No scores are assigned to any part of Appendix 1 just a pass or fail.
Selection criteria are classified into 3 main categories depending on which aspect of the tender they primarily relate to
Categories
A) Service Evaluation – the core and essential service level components of the IT support services and EDCTP assessment as to value for money. 
B) Supplier Evaluation – the relative strengths of each supplier as a company

C) Potential additional benefits – any potential additional benefits which can be provided by the supplier apart from the core IT services which are required under the terms of the tender.
Category weighting
A categories are weighted at a factor of 1.8

B categories are weighted at a factor of 1.2

C categories are weighted at a factor of 1.0

Decision relevance

Each category is then assigned one of the following three levels of relevance which are weighted as shown below:

Decision critical (DC) – their scores will be multiplied by a factor of 1.5
Significantly important (SI) – their scores will be multiplied by a factor of 1.1

Non essential requirement (NER) – their scores will be multiplied by a factor of 1.0 
The individual questions along with their categories, relevance factors and maximum scores per question are shown in the attached Appendix 2.
2.5 The scoring system

In general, the Proposals will be assessed against each requirement as follows:

Completely meeting a requirement




  5 points

Partially meeting a requirement





  3 points

Irrelevant answer or not compliant at all



  0 points

Scores will be awarded by comparing all Proposals on the same criterion. Tender having the highest total score wins
3 EDCTP and related IT services

3.1 Background to the Decision to Outsource

The management of the IT-infrastructure of EDCTP is currently outsourced to the hosting institution of EDCTP in The Netherlands through their IT department, and there are no dedicated IT staff employed by EDCTP. A new outsourcing relationship is sort by EDCTP aimed at improving the current quality of service. 
3.2 IT infrastructure

The IT infrastructure of EDCTP is based on two LAN’s. First of all the Dutch LAN and secondly the South African LAN (the latter is not included in the scope of this tender).
The Dutch architecture is shown in Appendix 4. It is intended that there should be a daily backup from the South African DMS fileserver to the Dutch DMS fileserver. However, up until now this has never worked. It is assumed that limited bandwidth in South-Africa causes the problems with the backup of the fileserver. Employees work either in the offices or from home or external locations. If they work from home or when travelling they use a VPN or web front end connection.
3.3 Assets

Please refer to Appendix 3 for the complete list of hardware and software.
3.3.1 Ownership of assets

EDCTP will remain owner of all assets (hardware and software). Additionally, EDCTP has ownership of all licenses, except for the licenses of the specific software on the servers for backup/ viruses, OS etc.
3.3.2 EDCTP organisational set up
EDCTP has approximately 25 employees, with prospects to increase in near future. The demand organisation of EDCTP will be organized on two levels. On a strategic level the Director of Finance and Administration (DFA) is responsible for managing the IT service provider. On a tactical level and operational level the Senior Administration Officer will be the lynch pin between the EDCTP organisation and the IT service provider. In future years dependent upon the possible extension of EDCTP, requirements of IT services and levels of available funding it may be decided to hire a dedicated IT administrator.

In paragraph 4.3 a detailed level of tasks is described (based on interaction between IT supplier and EDCTP).
3.4 Future developments
3.4.1 Relation to European Union 

EDCTP is funded principally by the European Union. The length of first contract with the EU is from 15 September 2009 to 15 September 2010 and the initial outsourced IT service support contract will be for a  period from 2009 to 15 September 2010, but depending on the decision made by the European Union in 2009/2010, the tenure of the EDCTP project and the IT service support contract, dependent upon satisfactory performance, may be extended beyond this date, probably up until at least the end of the Framework 7 programme in 2013 and possibly well beyond this date. There is therefore the potential for the outsourcing of the IT service support contract to be of a longer term duration.
If the European Union in 2009/10 decides to lengthen the contract it is expected that EDCTP will grow in size and operations. At or close to this time EDCTP will review the level of IT support services in relation to what the future requirement will be across the organisations as well as how satisfactory the incumbent arrangements are at that time, and then assess if there is a need to increase investment in IT resources to meet new possible levels of demand.
3.4.2 Office Locations
The EDCTP Secretariat is situated in two offices: the larger one being in The Hague, The Netherlands, which is the main administrative centre, and the other smaller office being in Cape Town South Africa. At both locations EDCTP is provided with office accommodation and services (which currently included IT) by the Hosting institution which is a large and established organisation in both countries.

However, the hosting of EDCTP in both its European and African locations for the period of the possible extension of EDCTP after 15 September 2010, will be retendered in 2009 and there is the possibility that following this tender the Secretariat could decide to relocate to new locations in either or both Continents after the 15 September for the period of the unconfirmed extension period of EDCTP. 
Based on the situation described in this paragraph, EDCTP may not be in a position to renew or extend the contract when either funding is not renewed by the EC, or if the European Secretariat relocates after September 2010 if that would make it impractical for the IT service provider to support the EDCTP IT requirements in its main European office. 

4 Definition of maintenance and tasks
In this paragraph the different types of maintenance are discussed and tasks are described in general to ensure that all parties know what is expected. 

Functional maintenance 

Based on the definition according to BiSL (business information service library) functional maintenance is the responsibility on behalf of the user organisation for maintaining and managing the information of an organisation. From the perspective of the user organisation, functional maintenance deals with information supply that supports the organisation and the processes within the organisation. Functional maintenance defines the need for systems and their requirements from a user perspective. Functional maintenance is very close to the user organisation and is not a part of the IT department. 
Application maintenance 

Application management deals with maintaining the software and collections of data. Application management develops, maintains and changes application design and software. (BiSL). In most cases regarding important applications, application management is outsourced to third parties. 
Technical maintenance 

Technical maintenance is responsible for the keeping, maintenance and supporting the “hard” technical infrastructure (all hardware and middleware or system software). Technical maintenance performs the following processes:

1. Service desk
2. Incident management
3. Problem management

4. Configuration management

5. Change management 
6. Release management

7. IT service continuity management 

8. Capacity management

9. Availability management

10. Security management

11. Service Level Management.
There are the standard ITIL procedures.
5 Requirements and services

The IT solution provider to be selected as a result of this selection process must support services described below. At the very least, achieving this objective requires a clear insight into business demands, and a well-managed and reliable ICT infrastructure. These requirements are to be agreed upon in the form of Service Level Agreement (SLA) with the successful bidder, and are further explained in the following sections. 
In this section, we outline the basic services and required Service Levels. The bidder is requested to indicate how these required services, service levels and requirements will be met (in terms of organising, procedures and technologies).

5.1 Helpdesk (user support)
Whenever an incident occurs, this is to be reported to a Helpdesk. This central point is the place where all incidents and their details are to be logged. It is a prerequisite that the Helpdesk staff can communicate in excellent English. 
5.2 Service window

The regular service window is from 7.30 until 18.00 Monday to Friday. However, the supplier is expected to provide support outside these hours and should provide a standby service in case of a severity 1 incident during the weekend from 8.00 – 20.00 and after working hours until 23.00. Dutch public holidays being exceptions.

5.3 Performance indicators

Requirements
	Priority
	Response time
	Solution times

	
	
	< 4hr
	< 8hr
	< 5days

	1 (several clients can’t work)
	90% within 1hr
	90%
	
	

	2 (one client can’t work)
	90% within 4hr
	
	90%
	

	3 (general questions, no urgency)
	90% within 16hr
	
	
	90%


	Measuring  criteria
	KPI

	Availability workplace/ software
	7:00 – 23:00 hrs

	Standard services
	Within 8 hrs

	Service level report
	Every two months, based on KPI

	Face to face meeting
	Twice a year

	Problem management
	Amount of reoccurring problems and solutions provided by the IT service provider


Availability

EDCTP expects all software to be available for 99% during office hours and 95% availability outside office hours.
Reliability

The frequency with which the scheduled service fails - this may be defined by the number of failures allowed within a period of measurement for a defined measurement criteria.
Serviceability

Maximum recovery time is 8 hours for all software.

Customer (EDCTP) Satisfaction

EDCTP requires an average customer satisfaction of 7.5 to be attained by the service provider annually (the basis of customer satisfaction scoring will be agreed with the successful bidder).
5.4 Expectations regarding communication with IT service provider

5.4.1 EDCTP

Within the organisation of EDCTP the strategic level is dealt with by the DFA. The tactical and operational level is dealt with by the Senior Administration Officer.

5.4.2 Strategic level

Communication at this level is aimed at keeping the outsourcing relationship aligned with the (long-term) business needs of EDCTP. Subjects that are discussed on this level are:

· Renegotiation about contractual and pricing issues
· Renegotiation about contents of the SLA
· Long-standing unsettled problems, issues and complaints
· Other subjects are also possible.
Strategic meetings should take place at least once a year in The Hague.
5.4.3 Tactical level

The objective of communication at this level is aimed at jointly reviewing the quality of the delivered services. The monthly Service Management reports are input for these review activities. Communication at this level is aimed at improving the delivery of services (if necessary). The subjects that are discussed on this level based on service management reports are:

· Availability

· Performance
· Incident management (Helpdesk)
· Problem management
· Change management
· Capacity management
· Security management
· User satisfaction

· Audits
· Complaints
· Other subjects are also possible.

Tactical meetings should take place at least once every two months by teleconference on the basis of the bi-monthly services level reports.

5.4.4 Operational Level

The objective of communication at this level is aimed at discussing issues regarding the day-to-day service delivery. The subjects that are discussed on this level based on service management reports are:

· Status and progress of outstanding issues:

· Incidents
· Requests for Change
· Complaints:

· Availability issues
· Performance issues

· Other subjects are possible.

Operational meetings should take place weekly if necessary at EDCTP discretion via teleconference.

5.5 Complaints procedure

Each month the EDCTP will complete a complaints form (if there have been complaints which need to be registered). The objective of this form is to inform the IT service provider about complaints concerning the delivered services and to identify in which way it is possible for the IT service provider to take corrective measures. The complaints form is sent to the Delivery manager of the IT service provider, who will be identified clearly in the signed contract with the successful bidder.

The IT service provider shall respond in writing to the issues raised on the complaints form within 10 working days and send this to the Senior Administration Officer. These will also be discussed at the tactical meeting following.
6 Pricing schedule

The objective of this schedule is to provide a means by which the financial offers of prospective vendors may easily be compared. Bidders are asked to structure their pricing schedule on the following basis: please insert tendered costs in each of the boxes below – all costs to be quoted in €’s
	Initial costs: costs for migration
	

	Monthly fixed service support fee
	

	Service pricing/charging systems (please indicate which of the following are covered by the standard monthly support fee and how much that is. Where services requested are not within the standard monthly support fee then please indicate the basis on which these are to be charged)


	Included in standard support fee
	If no, please inform extra cost (€):

	
	Helpdesk
	[image: image2.wmf]No

[image: image3.wmf]No


	

	
	Maintenance MS Office 2007
	[image: image4.wmf]Yes

[image: image5.wmf]Yes


	

	
	Hardware support (based on Appendix 3)
	[image: image6.wmf]Yes

[image: image7.wmf]No


	

	
	Server maintenance

(based on Appendix 3)
	[image: image8.wmf]Yes

[image: image9.wmf]No


	

	
	Installation of new software
	[image: image10.wmf]Yes

[image: image11.wmf]No


	

	
	Sever licenses software
	[image: image12.wmf]Yes

[image: image13.wmf]No


	

	
	PDA support
	[image: image14.wmf]Yes

[image: image15.wmf]No


	

	
	Maintenance of VPN/Webmail
	[image: image16.wmf]Yes

[image: image17.wmf]No


	

	
	Installation of new clients
	[image: image18.wmf]Yes

[image: image19.wmf]No


	

	
	System administrator maintenance
	[image: image20.wmf]Yes

[image: image21.wmf]No


	

	
	Back-up/disaster recovery
	[image: image22.wmf]Yes

[image: image23.wmf]No


	

	
	Regular performance monitoring/reporting
	[image: image24.wmf]Yes

[image: image25.wmf]No


	

	
	Security/anti-virus/anti spam
	[image: image26.wmf]Yes

[image: image27.wmf]No


	

	
	Patch updates
	[image: image28.wmf]Yes

[image: image29.wmf]No


	

	
	New hardware purchase assistance/advisory
	[image: image30.wmf]Yes

[image: image31.wmf]No


	

	
	Costs for producing service management report as set out in 5.4.4, and attending operational meetings plus responding to complaints log as per 5.5. Plus basis of charging travel costs if applicable
	[image: image32.wmf]Yes

[image: image33.wmf]No


	

	
	Technical maintenance of software application, if required
	[image: image34.wmf]Yes

[image: image35.wmf]Completed


	

	Please add any services which you will provide which are not included in the list above and the costs if not included already in the standard monthly support fee


	Cost if not included within monthly standard support fee €’s

	
	Description:
	Cost (€):

	
	
	

	Variables on response time/ availability outside normal requirements in 5.3
	

	Total charge sensitivity to variations in level of service activity per month
	

	Contract termination fees
	

	Hourly charge out rate including out of normal office working hours and travel expenses for client visits
	

	Any annually inflation indexation of contract fees or proposed annual increase
	

	Hourly rate changes for additional non contract work i.e. consultancy/advisory/ meetings 
	

	Any hourly fees for non scheduled meetings with client to review urgent issues and problems plus travel costs, if applicable
	

	Costs for cooperating with external IT auditors concerning quality assurance
	


Appendix 1: Eligibility criteria for contract to supply IT services to EDCTP

All bidders must satisfy the eligibility criteria as set out in A1 to A4 below in order to satisfy the eligibility test and progress onto the selection stage. Please complete both sections, provided the bidder meets the eligibility criteria then the answers to the general questions will be assessed and scored by the selection panel.
I. Identification of Bidder for invitation to tender

Names of legal representatives and organisation (Bidder) 

Declaration by the authorised representative of the organisation.

	I, the undersigned, certify that the information given in this tender is correct, factually accurate and that the tender is valid
 and in line with the Articles and statutes of the normal business operations of the organisation I am representing
	Pass / Fail
(EDCTP use only)

	
	Legal representative and contact person
	

	Surname
	
	

	First name
	
	

	Title (e.g. Dr, Mr, Mrs)
	
	

	Position)
	
	

	Name of organisation
	
	

	Registered address of organisation
	
	

	Company Registration number
	
	

	Place of company registration
	
	

	Tax (BTW) number
	
	

	Type of organisation, publicly listed, private or other (if other please specify)
	
	

	Telephone number
	
	

	Fax number
	
	

	E-mail address
	
	

	Website address
	
	


Please attach certified copy of company certificate of incorporation

	Date of signature
	

	Signature: (electronic signatures allowed)
	


II. Statement Article 45 of Directive 2004/18/EC of the European Parliament and of the Council ; Applicant Self Certification

STATEMENT

The signatory of this statement, as the legal representative of  MACROBUTTON  AcceptAllChangesInDoc [insert Bidder name and registered name of organisation] , asserts that

Bidder is in no manner affected by any of the circumstances described in Article 25 subs 1 (a) through (d) and subs 2 (g) of directive 2004/18/EC of the European Parliament and of the Council.

The signatory also guarantees immediate compliance with any request by EDCTP to prove the veracity of this statement through the immediate submission of the original documents mentioned in Article 45 of Directive 2004/18/EC of the European Parliament and of the Council.

The signatory declares that the bidder:

a) Is not bankrupt or is being wound up, where the affairs of the applicant are being administered by the court, nor has entered into any arrangement with creditors, nor has suspended business operations or is any analogous situation arising from a similar procedure under national laws and regulations

b) Is not the subject of proceedings for a declaration of bankruptcy, for an order for a compulsory winding up or administration by the court or of an arrangement with creditors or of any other similar proceedings under national laws and regulations

c) Has not been convicted of any offence in accordance with the legal provisions of the country of any offence concerning the applicant’s professional misconduct

d) Has been guilty of grave professional misconduct

e) Has not fulfilled obligation to paying any taxes or social security in accordance with the law of the country of The Netherlands or South Africa.
For and on behalf of (insert name of bidder organisation)

Please attach certified copy of legal statutes and Articles of Association

Please detail the professional qualifications of those persons responsible for carrying out the services under this tender

At  MACROBUTTON  AcceptAllChangesInDoc [insert place of signing] 
d.d.  MACROBUTTON  AcceptAllChangesInDoc [insert date of signing] 
Signatory name:  MACROBUTTON  AcceptAllChangesInDoc [insert signatory's name]
Position:  MACROBUTTON  AcceptAllChangesInDoc [insert signatory's position]
Pease stamp with official company stamp of bidder
	Signature: (electronic signatures allowed):
	


III. Certificate of Good Conduct

EDCTP will exclude bidders for whom an irrevocable judgment or arrest has been pronounced in the period 2006-2008, on grounds of article 45 sub-clause 1 of Directive 2004/18/EG.

Include the Certificate of Good Conduct in the application or refer to it. The certificate should not be older than 6 months by the deadline date of the application.

Where no such certificate is issued in the country concerned, it may be replaced by a sworn declaration or, failing that, a solemn statement made by independent party of sufficient standing, before a judicial or administrative authority, a notary or qualified professional body in his country of origin or provenance.

IV. Proof of Registry

The Bidder must submit proof of its enrolment in a nationally accredited body representing the profession or trade. If the Bidder is a Group, this requirement holds for all participants. 

Include or refer to the Proof of Registry(s), if in The Netherlands this is the Handels Register.
V. Financial and Economic Standing

The financial information that the Bidder must submit should be related to its own enterprise. If the information is related to the group or the holding to which the Bidder belongs, an explanation should be added to prove that the group or the holding can guarantee that it can meet the obligations which the Bidder is tendering for.

The subcontracting of this tender to another party is strictly forbidden except for the physical migration of assets.

The Bidder agrees to prove by means of a signed letter from a person legally authorised to represent the group or holding, that the group or the holding can guarantee that it can meet the obligations for the Bidder.

The Bidders agrees to allow EDCTP to verify the information by showing the enterprise’s most recent annual financial reports at first request. If the Bidder is part of a holding, the corporate annual report applies. In this case include the holding declaration or documentary proof that the bidder is part of the group.

	Financial and Economic Information (Please indicate if these are figures for the group or holding to which the bidder belongs or is solely in respect of the bidder)

	Item
	Description
	2005 
	2006
	2007

	Annual
	Annual Turnover Euro 000’s
	
	
	

	Solvency
	The quotient  gearing borrowed funds/equity
	
	
	

	Cash flow
	Net annual reduction or increase in cash(or instantly convertible cash investments) balances in each year
	
	
	

	Audit opinion
	State for each year if the audit opinion on the annual accounts was qualified or non qualified. Where qualified please explain nature of qualification
	
	
	

	Liquidity
	The quotient current assets/current liabilities
	
	
	

	Profitability
	Net profit before taxes EUR 000’s
	
	
	


Note: Group or holding companies of which the selected Bidders forms a part are required to submit a declaration that they currently have no plans to dispose of or close the bidder business.

VI. Relevant Turnover

	Tender Relevant (IT Services)Turnover in The Netherlands

	Description
	2005
	2006
	2007

	Annual Turnover Euro 000’s
	
	
	


Please note that bidders who, under the law of the EU member state in which they are established are entitled to provide the relevant service will not be rejected on the grounds that they are neither natural or legal persons under the Dutch law.
VII. Product Portfolio and corporate operations

Describe how the Bidder’s range of services and filed of normal business operations are relevant in relation to the subject of this tender.

	


VIII. Organisation structure

· Describe the legal structure of your enterprise. If applicable, also the holding company or group. Include an organisation chart.

· Please state average annual manpower of the bidder and the number of managerial staff for the last three years.

· Please confirm that the bidder complies with EU equal opportunity legislation and requirements. Specifically, please describe separately the numbers of personnel based in the Netherlands with location (physical address) as managerial or maintenance staff.

	


IX. Quality Assurance

Describe your Quality Assurance, technical facilities and measures used for ensuring quality and include relevant certificates.

	


X. Environmental Aspects

Describe your Environmental policies relevant to this project tender including any statutory EU guidelines.

	


XI. Do you guarantee fluent English communication skills (both oral and written) in all communication between EDCTP and the IT service provider?

	


XII. Relevant project references

Include a maximum of 3 Project References. Fill out the boxes below:

	Relevant Project References (List maximum of 3)

	Customer name
	

	Customer address
	

	Contact person
	

	Contact phone(s)
	

	Contact email
	

	Period of implementation
	Start date:
	End date:

	Current status
	[image: image36.wmf]Ongoing


	[image: image37.wmf]Stopped before ending


	[image: image38.wmf]Other (specify):



	
	[image: image39.wmf]No



	Project value (EUR)
	

	Project title(s)
	

	Brief Project Description
	

	
	

	Customer testimonial concerning satisfaction of the work done and projects success by the bidder

Include a copy if available
	


	Signature: (electronic signatures allowed):
	


XIII. Influence of upstream suppliers

Describe your influence and dependence on upstream suppliers.

	


Appendix 2: Tender questions to be answered by bidders for EDCTP IT support contract
For all questions below please type in your answers in the boxes or spaces provided.
Service Evaluation:
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A1. In paragraph 5.3 are requirements regarding the desired performance of the helpdesk? Can you guarantee these requirements?
	


[image: image41.wmf]Yes

A2. Please describe in detail how your organisation performs technical/ application/ functional maintenance of MS Office 2007

	


[image: image42.wmf]No

A3. How do you support the current hardware/ infrastructure? Is this service offered in as standard and which processes are in place to offer the service?

	


[image: image43.wmf]Yes

A4. How do you install new software on servers when needed? Is this service offered as standard and which processes are in place to offer the service?

	


[image: image44.wmf]No

A5. How do you maintain the servers and set up new ones? Is this service offered as standard and which processes are in place to offer the service?
	


[image: image45.wmf]Yes

A6. How do you propose to charge for the server licence software if at all?
	


[image: image46.wmf]Yes

A7. Do you allow external software engineers fix problems remotely and do you allow on site access if necessary? Do you have a policy regarding the access for external suppliers? If so please provide us with this policy.

	


[image: image47.wmf]Yes

A8. Do you support PDA‘s (software and connections to servers via PDA’s)? Is this service offered as standard and which processes are in place to offer the service? A list of the currently used PDA’s is provided in Appendix 3.
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A9. How do you ensure connectivity is restored when the connection is lost for any reason, including web mail and VPN? How do you provide technical maintenance for the software in scope? Please provide for this service whether or not this is within the standard package and which processes are in place to offer the service. 
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A10. Which processes do you have in place to install new workplaces (clients) and is this part of the standard package?
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A11. How do you authorize new employees for network and client access? Please provide for this service whether or not this is within the standard package and which processes are in place to offer the service.
	


A12. Please describe in detail the way in which the following activities and procedures will be implemented and carried out in your organisation:

· Backup and recovery including testing and (off site) storage procedures. Full and incremental back-up procedures.
· [image: image51.wmf]No

Disaster recovery planning. Please note that EDCTP has no formal recovery procedures in place at this moment.
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A13. Please provide information regarding monitoring procedures including KPI’s in place to be able to report about the quality of the delivered services.
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A14. Please specify how your organisation designs, implements and evaluates physical and logical security measures aimed at safeguarding the availability, confidentiality and integrity of the IT-environment. Important aspects include: preventing damages resulting from viruses and all other malicious coding.
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A15. Do you guarantee the latest patches for software?
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A16. Do you guarantee the latest virus definitions?
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A17. Do you provide EDCTP with the latest anti-spam software?

	


A18. At the moment EDCTP procures their own hardware (to the level of servers), which is described in Appendix 3. It is expected from the new provider to give advise on which hardware to purchase. However EDCTP will be responsible for purchasing new software. Which (consulting/advisory) services regarding the purchase of hardware/ software do you provide?
	[image: image57.wmf]Yes




[image: image58.wmf]Yes

A19. EDCTP deals with several software suppliers, as described in Appendix 3. If a problem occurs and it is unknown whether it is a technical or application problem EDCTP expects the new service provider to coordinate the problem. Is this service offered in the standard package and which processes are in place to offer the service?
	


[image: image59.wmf]No

A20. How do you intend to provide technical maintenance for the software described in Appendix 3 if at all? Is this service offered as standard and which processes are in place to offer the service?
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A21. Please detail any experience your organisation has in linking IT networks between international offices of an organisation.
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A22. Does your organisation guarantee the performance indicators mentioned in chapter 5.3? Please explain how you guarantee them or why not?
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A23. Please confirm that you do not intend to subcontract any part of the IT support contract to another party – this will not be allowed by EDCTP except with the possible migration of the physical migration of the assets at the start of the project.
	


[image: image63.wmf]No

A24. EDCTP expects a supplier to signal problems in advance or signal opportunities and inform EDCTP about them. Please explain how the IT service provider ensures proactivity and if possible show examples.

	


A25. The current IT is outsourced to another third party. This third party is aware of the intentions of EDCTP to change from IT supplier. What is the planned approach of the IT service provider regarding the migration? Please provide us with a migration approach, be as specific as possible: timelines, approach etc.
	[image: image64.wmf]Yes




A26. What experience do you have with migrations of organisations of similar size? Please provide examples.
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[image: image66.wmf]Yes

A27. How do you guarantee continuity of IT services during the migration?

	


[image: image67.wmf]No

A28. Regarding the migration do you plan to work with subcontractors? If so please provide details.
	


[image: image68.wmf]Yes

A29. How long does it take you to get into the production phase and end the migration phase?
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A30. Value of money for level of services (to be scored by EDCTP not to be completed by bidder)
	


Maximum possible score for category A: 405
Supplier Evaluation:
[image: image70.wmf]No

B1. Do you provide IT-services to clients with offices in Africa countries? Please provide us with examples, if not please provide us with examples of other countries.
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B2. Do you have experience in resolving network issues regarding African/European connectivity problems? Please provide us with examples.
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B3. Which standard specific services and products do you offer that relate to the required IT services as explained in chapter 3? 

	


[image: image73.wmf]No

B4. How do you ensure a single point of contact for solving IT related problems?
	


[image: image74.wmf]Completed

B5. How do you ensure that the helpdesk is knowledgeable about the EDCTP situation?
	


B6. EDCTP expects that the new IT service provider can help and support to improve the connectivity between servers in The Hague and African offices, including cashe servers. This includes firewall management and working together with the IT support staff of the EDCTP office in South-Africa to help resolve connectivity issues between the two offices. What is your approach in solving this problem? 

	[image: image75.wmf]Ongoing




[image: image76.wmf]Stopped before ending

B7. What is your organisation’s vision and strategy for the current and next three years? (please provide at least information about the markets, products and services innovations)
	


[image: image77.wmf]Other (specify):

B8. Are you familiar with the governmental industry (specifically NGO’s)? Please specify your knowledge en expertise within this industry. What is your position in this market? 
	


[image: image78.png]


B9. How does your organisation formalise the business relationship with clients? For example standard service level agreements (SLA), customized SLA’s. How is dealt with changes in requirements and changes in business needs? Please describe your answer in detail.
	


B10. Please indicate how many years your organisation has been involved with IT services support.
	

	


B11. What is your position in the market (Dutch market and worldwide) for integrated information & communication services and database administration services? Describe your service organisation, size and expertise worldwide and any specific operations based in the Netherlands.
	


B12. What has been the growth rate regarding your organisation in the Netherlands in the past five years in terms of number of employees and client base?

	


B13. Please provide us the results of a recent customer satisfaction survey.
	


B14. Does your organisation perform internal audits regarding quality control? Please indicate the approach as applied during the audits, if any.

	


B15. Does your organisation cooperate with external IT-auditors to perform audits aimed at providing an auditor’s opinion to EDCTP about the quality of delivered services?
	


B16. Does your organisation have problem management procedures in place? If so provide us with the process and the relevant details.
	


B17. EDCTP suggests the communication structure detailed in chapter 5.4. Please react on this suggestion and explain whether or not this is acceptable to you and that you will comply with the suggested communication structure
	


B18.How much time will be required by your organisation before the service levels are guaranteed after the physical migration of the assets?
	


B219. How will your organisation support EDCTP if the contract ends and EDCTP decides to move to another provider (please provide information regarding planning, costs, knowledge- and asset transfer). The objective is to prevent business disruptions.
	


B20. Have you got experience in working with Open Text DMS systems?
	


B21. Are you able to report physically to The Hague office in one hour within an emergency situation? If not, please indicate probable time to respond and be present.

	


B22. Please detail the numbers of technical qualified staff who are employed by your organisation and can carry out maintenance as set out in this tender.

	


Maximum possible score for category B: 189
Potential additional benefits:
C1. Are there any other services which your company can provide in relation to telecommunications (please see Appendix 3 for list of mobile phones) plus the fixed land lines in the offices which EDCTP could use to reduce cost
	


C2. What other services and skills do you offer that might be interesting for EDCTP?

	


Maximum possible score for category C: 10.5
	Category
	Max. score
	%

	A
	405
	67.0

	B
	189
	31.3

	C
	10.5
	1.7

	
	604.5
	100


Appendix 3: Overview EDCTP hardware/software
In this paragraph an overview is provided of the physical assets of EDCTP. First a general overview of the hardware is presented and secondly a specification of the servers, owned by EDCTP is presented. It is envisaged that the number of hardware will increase in near future.
	Server
	4
	For specification see 
	EDCTP

	Desktop
	24
	appendix 2
	EDCTP

	Screens
	42
	
	EDCTP

	Laptops
	8
	
	EDCTP

	Printers
	19
	
	EDCTP

	Smartphones
	7
	
	EDCTP

	
	
	2 Nokia 93I
	

	
	
	1 HP IPAQ HW 6915 NL
	

	
	
	2 Nokia E71
	

	
	
	Nokia 9300
	

	
	
	Nokia 6231I
	


	Hardware
	Nr
	Model

	Desktops
	24
	Lenovo ThinkCentre M57P C2D/E8400-3G SYST320GB 4GB DVD+R

	Laptop
	2
	Toshiba Satellite Pro A120-10K

	Laptop
	1
	Toshiba Portege M400-155

	Laptop
	1
	Toshiba Satellite Pro A300

	Laptop
	1
	Toshiba Satellite Pro P300-10F

	Laptop
	3
	Sony VAIO TZ31MN

	Monitor
	1
	Apple Cinema Display 23"

	Monitor
	21
	HP L1740 LCD 17"

	Monitor
	2
	HP L1750 LCD 17"

	Monitor
	1
	Acer LCD 22"

	Monitor
	4
	HP L1530 15"

	Monitor
	4
	Belinea 17"

	Monitor
	1
	HP L1530 15"

	Monitor
	1
	HP L1906 19"

	Monitor
	1
	HP L1740 LCD 17"

	Monitor
	1
	HP L1530 15"

	Monitor
	1
	HP L1950 LCD 19"

	Monitor
	4
	HP L1750 LCD 17"

	Printer
	2
	HP LaserJet P2014

	Printer
	1
	HP LaserJet 1022

	Printer
	1
	HP DeskJet 5652

	Printer
	1
	HP LaserJet 4250tn

	Printer
	2
	HP LaserJet M1522nf

	Printer
	1
	Infotec IS 2145 PCL 6

	Printer
	1
	HP Business InkJet 2800

	Printer
	1
	HP Color LaserJet 2605dn

	Printer
	1
	Canon Fax-L400

	Printer
	6
	HP DeskJet 460 mobile printer

	Printer
	1
	DYMO Label Manager 450

	Printer
	1
	DYMO Turbo 330 Label Printer


Type Amount Specification Owner

	Server
	Type
	Mem. Cap
	Disk cap
	OS
	Location
	Year of purchase
	Purpose

	Dc1.edctp.org
	Hp

proliant

DL 360
	2GB
	C: 8gb D:

52 gb

E:8gb
	Windows

2000

SP4
	NL internal network
	2003
	Domain

contoller/

exchange

controller

	SQL.edctp.org
	Hp

proliant

DL 380
	2GB
	C: 8gb W :

136gb

X:80gb

Y:40 gb Z:

8gb


	Windows

2000

SP4
	NL internal network
	2003
	Accounts

server/ data

server/

terminal server

	Romulus.edctp.org
	Hp

proliant

DL 380
	4GB
	C: 17 GB

D:273 GB


	Windows

2003 EE

SP 1
	NL internal network
	2005
	Hummingbird

server

	Hummingbird.edctp.org
	Hp

proliant

DL 360
	2GB
	C: 34 gb
	Windows

2003 EE

SP 1
	NL DMZ
	2005
	Hummingbird

frontend

server

	Vpn.edctp.org
	Virtual server
	1GB
	C: 100 gb
	Windows

2003 EE

SP 2
	NL DMZ
	2005
	VPN server


Software

	Software Installed on Image
	Amount of users
	Licenses

	Windows XP SP3
	25
	32

	Office 2007 SP1 (including Project and Visio)
	25
	32

	Adobe Acrobat Professional 8
	25
	32

	Ultramon 2.7.1 (for dual screens)
	25
	32

	MCafee virusscan 8.0
	25
	32

	Media player 11
	25
	32

	Microsoft .NET Framework 1.1 & 2.0
	25
	32

	DirectX 9.0c
	25
	32

	SQL 2005 client
	25
	32

	Hummingbird 2007 client*
	25
	32

	Additional software

	Money Manager
	4
	4

	Crystal reports 9
	4
	4

	Access Accounts
	4
	4

	@Risk
	1
	1

	Marratech
	25
	32

	Smartdraw
	2
	2

	Mindmapper
	5
	5

	Systram
	2
	2

	Adobe Creative Suite
	1
	

	Printers
	22
	22

	Filezilla
	1
	

	Neto
	1
	

	GeneriTrack barcode printing
	1
	

	Additional software hosted by third party

	Typo 3
	-
	-

	Sharepoint
	-
	-

	Software on servers

	MCafee virsusscan 8.0
	Covered by current provider’s licenses
	Covered by current provider’s licenses

	Windows 2000 server
	Covered by current provider’s licenses
	Covered by current provider’s licenses


Appendix 4: EDCTP Infrastructure
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� This individual must be included on the list of legal representatives; otherwise the signatures on the tender will be null and void.
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