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SECTION 1

GENERAL TERMS OF CONDITIONS
1. General Information for Bidders
The National Credit Regulator (NCR) was established in terms of Section 12 (1) of the National Credit
Act (Act 34 of 2005) and came into being on 1 June 2006.
The NCR will determine which bidding organisation (“bid participant”), if any, is appointed in
response to this request for submission as stipulated in section 2 of this document.
1.1.

General Terms

This tender is issued in terms of the Public Finance Management Act 1 of 1999 (PFMA), the
Preferential Procurement Policy Framework Act 5 of 2000 (PPPFA), the Preferential Procurement
Regulations, 2017 (PPR), Supply Chain Management Regulations issued by the National Treasury
and BBBEE Act.
Parties that wish to submit proposals are required to indicate that they are willing to accept the
General Conditions and Procedures of the NCR (see Section 4 below and Annexure B.1). Please
read this document carefully prior to submitting your proposal.
1.2.
1.2.1.

The Proposal Format
Economy of proposal preparation

The proposal should be prepared simply and economically, providing a straightforward and concise
description of the bid participant’s ability to meet the requirements of the proposal request.
Clear factual responses are required. The content of the proposals shall determine the merit of
each participant, not brochures or other marketing material. To facilitate the review of proposals,
participants are required to organise their responses according to the format presented below.
Should a participant wish to provide additional information, that information should be referred to,
and provided for, in a file of Annexures.
1.2.2.

Validity of proposals

The proposals must include a statement as to the period for which the proposal remains valid. The
proposal must be valid for at least ninety (90) days from the due date for the submission of all bids.
Refer to the quarters in the terms of reference (TOR).
1.2.3.

Number of proposals

Each bid participant must provide three (3) hard copies and 1 CD/Stick of their entire proposal,
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including all the documentation referred to in 4 below, in the format specified in that section. All
submitted proposals will become the property of the NCR, and will not be returned. Receipt of all
proposals will be recorded in a register at the point of receipt. One copy of the proposal must be
signed and dated in black ink by the bidder or authorized representative of the bidder and initialled
on each page.
2. Submission of proposals
2.1.

Proposals must reach the offices of the NCR before 11:00 on 27 OCTOBER 2021,
@11H00am and must be enclosed in a sealed envelope which must be clearly
labelled/addressed on the outside:
(a) RFP No: NCR 787.10.2021
(b) TERMS OF REFERENCE (TOR) TO APPOINTMENT OF SERVICE PROVIDER
FOR MAINTENANCE AND SUPPORT OF THE NATIONAL CREDIT
REGULATOR CISCO CALL CENTRE TELEPHONY MANAGEMENT SYSTEM
(c) CLOSING DATE: 27 OCTOBER 2021 AT 11H00 SHARP

2.2.

Proposals are to be submitted in the marked tender box, in the reception area, National
th

Credit Regulator, 127-15 Road, Randjiespark, Halfway House, Midrand. The tender box
will only be available for the depositing of proposals between 08h00 and 16h30 on
weekdays (excluding public holidays).
2.3.

Please note that this RFP closes punctually at 11h00 on 27 OCTOBER 2021. No late
submissions will be considered under any circumstances.

2.4. All the documentation referred to in Section 4 below must be submitted. Failure to submit
all the documentation referred to in this section may result in a submission being
discarded, and not considered for evaluation.
2.5. If responses are not delivered as stipulated in this Section 2.1, such responses will be
considered “late”, and will not be considered for evaluation.
2.6. The NCR shall not disclose any details pertaining to the responses received, to any other
participant, as this is regarded as confidential information.
2.7.

Envelopes must not contain documents relating to any RFP other than the one referred to
in this RFP.

2.8.

The responses to the RFP will be opened as soon as is practical after the expiry of the
time advertised for receiving them.

2.9.

Only the participants that are short-listed after the evaluation process will be informed of
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the results of the submission adjudication process.
2.10. After the evaluation process is completed, the Evaluation Committee may, prior to making
a final selection, draw up a shortlist of participants and require them to make a detailed
presentation to the Adjudication Committee. A minimum of 2 days’ notice will be given to
relevant participants in advance of the presentation date.
3. Timetable
Date

Activity

05/10/2021

Advertisement of the RFP

27/10/2021

Closing date @ 11h00

27/10/2021

Preliminary evaluation

28/10/2021

Evaluations by the Evaluation Committee

08/11/2021

Adjudication Committee meeting

12/11/2021

Appointment

The National Credit Regulator reserves the right to determine the structure of the process, the right
to determine the number of short-listed participants, the right to withdraw from the proposal process,
and the right to change this timetable at any time without notice.
4. Documentation to be submitted
Please Note
All of the documentation described below must be submitted, with no omissions whatsoever.
Where a particular form or format of documentation is stipulated, this is the only form or format in
which these documents must be submitted. Failure to adhere to these requirements may result
in the rejection of the entire submission.
All of the documentation referred to below (in Parts One – Twelve) must be acknowledged
and submitted. For ease of reference and to facilitate the evaluation process, you are
requested to clearly mark each part of the submitted documentation as it is referred to below.

4.1.

Table of content

Introductory letter by the bidder with authorized contact person and details for this specific tender
4.2.

SBD 1 – should be the completed and inserted after the introductory letter

One – Proposal drafted in response to Terms of Reference
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Section 2 of this document below, contains the terms of reference (TOR) for the above mentioned
tender. Bid participants are required to draft a proposal that will clearly indicate to the Evaluation
Committee how they will fulfil the requirements as set out in the TOR.
Bid participants should include the following information when drafting their proposals:
 Proposals should make clear the relevant skills, experience and capacity of the
participant, in respect of this particular TOR. This is an important evaluation criterion. Bid
participants should ensure that their proposals focus on how they will address the
requirements of this TOR, rather than on achievements.
 Proposals must contain the details of the proposed approach to be adopted in order to
deliver the service in accordance with the TOR.
 Proposals should clearly indicate whether or not bid participants have the internal
capacity to meet the requirements of the TOR.
4.3.

Two – Pricing Proposal- SEPERATE ENVELOPE

SBD 3.3 Pricing Schedule together with signed off detailed pricing on the company’s letter head.
They must be completed on the original and signed, all in black ink. Forms with photocopies
and/or other reproductions of signatures may be rejected. Additional information may be added
on a separate page if necessary.
The total price that the participant will charge to deliver services in accordance with the TOR must
be clearly indicated. The pricing proposal should contain sufficient information to allow the
Evaluation Committee to estimate the cost of the service, to a high degree of accuracy.
Please note that a financial proposal must be submitted in a separate sealed envelope together
with your submission. The financial Proposal will be opened once all technical proposals have been
evaluated. This appointment will be made in line with QBS. All prices provided must be inclusive
of Value-Added Tax (VAT).
Please note that the prices contained in the pricing proposal are the only charges that may be levied
if the participant’s proposal is successful, unless explicitly agreed to in writing by the National Credit
Regulator, and in terms of the General Conditions of Contract, no additional cost will be accepted
after the bidding documents have been submitted and the tender closing date has expired. Any cost
for additional parts and peripherals needed for the successful implementation of the project shall
remain and form part of the bidding price.
4.4.

Three – General Conditions and Procedures of the NCR

Annexure B and B1 - General Conditions and Procedures of the NCR. Bid participants must
indicate clearly that they have read this document, and have no objections to being bound by its
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contents. In cases where any provisions of the General Conditions and Procedures conflict with this
General Information for Bidders and/or Terms of Reference, the latter will take precedence over
the General Conditions of Contract.
4.5.

Four – Contract Form: Rendering of Services

Annexure C - Contract Form: Rendering of Services. This will only be completed by the successful
bidder once a selection has been made by NCR. Participants do not, therefore, need to complete
this form at the bidding stage but their proposals must clearly indicate that they have read this form,
and have no objections to signing it as is, if selected as the successful participant.
4.6.

Five – Tax status

Annexure D - Please attach CSD showing Tax status
A CSD print out must also be attached.
4.7. Six – Preference Points Claim Form
Annexure E – form SBD 6.1. Bid participants must complete Sections 8 and 9 in full. DO NOT
RETYPE THESE FORMS. They must be completed on the original and signed, all in black ink.
Forms with photocopies and/or other reproductions of signatures may be rejected. ## Please note
that a BBBEE certificate/ sworn affidavit must also be attached to the bid documents. None
submission will result in zero scoring in this competitive bidding process
4.8.

Seven – Declaration of Interest

Annexure F – form SBD 4. DO NOT RETYPE THESE FORMS. They must be completed on the
original and signed, all in black ink. Forms with photocopies and/or other reproductions of
signatures may be rejected.
4.9.

Eight – Declaration of past Supply Chain Management Practices

Annexure G – form SBD 8. DO NOT RETYPE THESE FORMS. They must be completed on the
original and signed, all in black ink. Forms with photocopies and/or other reproductions of
signatures may be rejected.
4.10. Nine – Non-Disclosure Agreement
Annexure H – Non-Disclosure Agreement. Participants must indicate clearly that they have read
this agreement, and have no objections to signing it, as is.
4.11. Ten – Certificate of Independent Bid Determination
Annexure I – Certificate of Independent Bid Determination Participants. They must be completed
on the original and signed, all in black ink. Forms with photocopies and/or other reproductions of
signatures may be rejected.
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4.12. Eleven – SLA draft version for supplier review
Annexure K – SLA draft version for supplier review. The participants must indicate clearly that they
have read this agreement, and have no objections to signing it, as is. If not objections should be
outlined separately in a letter. NB: all the SBD documents can be downloaded from our website https://www.ncr.org.za/tenders-download/current-tenders
5. Evaluation Criteria
Proposals will be evaluated on the 80/20 preference points scoring system: that is, 80% of the
points awarded will be based on price, as indicated in the table below; and 20% of the points
awarded will be based on B-BBEE codes system, allocated as indicated in the table below:
B-BBEE

status

level

of Number of points

Price

contributor

Total maximum points

20

80

Functionality will be evaluated in terms of Section 2 point 10
6. Conflict of interest
Service providers are required to provide services that are professional, objective and impartial.
Service providers must ensure that there is no conflict of interest between existing assignments,
obligations and responsibilities to other clients and the services set out in the TOR. In the event of
any uncertainty in this regard, full disclosure in the submitted proposal should be considered. Nondisclosure of a conflict of interest may be grounds for termination of any contract.
7. Confidentiality agreement
The successful service provider may have access to confidential data or information. The
appointment of a successful bidder is subject to that bidder agreeing to the contents of, and signing,
the NCR’s standard Non-Disclosure Agreement.
8. Contact details
This no-contact policy does not apply to any information deemed to be in the public domain, or
which is readily available from organs of State, which are repositories of such information. All
communications and enquiries/requests for clarification relating to this proposal should be directed
to procurement@ncr.org.za.
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SECTION 2
TERMS OF REFERENCE (TOR): APPOINTMENT OF SERVICE PROVIDER FOR MAINTENANCE
AND SUPPORT OF THE NATIONAL CREDIT REGULATOR CISCO CALL CENTRE TELEPHONY
MANAGEMENT SYSTEM
1. Introduction
The objective of this assignment is: “To appoint a CISCO certified service provider to support and
maintain the NCR Call Centre Telephony management system”, in accordance with specific
processes and procedures as prescribed by the NCR for a period of 3 years.

2. Background

The National Credit Regulator is the regulatory authority established on 01 June 2006 in terms of the
National Credit Act, 2005 with the mandate to promote and advance the social and economic welfare
of South Africans, promote a fair, transparent, competitive, sustainable, responsible, efficient,
effective and accessible credit market and industry, and to protect consumers.

The NCR has currently deployed a CISCO Business edition 7000 (BE7000) equipment/devices and
appropriate licenses for the system. The hardware and software has a 3 year OEM licensing and
warranty, relevant for this CISCO Call Centre System functionality. Dual servers are deployed in a
High Availability model and the following applications installed.

3.

Objective

The objective of the project is to appoint an experienced CISCO certified and licensed service provider
for the support and maintenance of the CISCO call Centre system (telephony) and all other CISCO
call centre related applications and functionality as required and specified by the NCR.
4. Scope of the project and technical requirements overview
(The maintenance and support for the hardware and software is for a period of 3 years.) The
successful and appointed service provider will be required to:
o

Provide the NCR with the support and maintenance of the CISCO Business edition 7000
(BE7000) every Wednesday of the week every month for a period of 3 years.
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o

Provide support and maintenance of all current applications configurations in relation to the
BE7000 for a period of 3 years. The bidder may also advise on other cost free applications
that can be used for the benefit of the NCR in relation to the BE7000 system.

o

Ensure versions of Call Manager and UCCX and its related patches and updates are to the
latest version and are done on time as they are released by CISCO.

o

Provide maintenance and support of the NCR wallboard for call centre statistics and reporting.

o

Provide maintenance and support of the Telephony Management System for Call Centre and
IP Telephony users as and when calls are logged to the NCR helpdesk and through
telephonically and or through the service provider helpdesk system.

o

Provide the NCR with weekly and monthly detailed reports of all call centre calls and ensure
that reports are working, backups are working and there is high availability so that the system
can be restored upon failure experience.

o

Advise the NCR on the validity of the maintenance and support of the equipment and software
currently installed and used by the NCR.

o

Advise the NCR on the value-add services and solutions for the enhancement of the NCR Call
centre system functionality.

o

Assist the NCR with the implementation and activation of the call-centre and telephony service
management rating the NCR service that was received.

o

The Appointed service provider is responsible to perform the work as outlined by the NCR.

o

Where necessary, the appointed service provider will provide the NCR with manuals relating
to the proper support and maintenance of the call centre system.

o

functional requirements, methodology and techniques requirements

o

The appointed service provider must be able to provide technology and infrastructure
requirements, data requirements maintenance and support.

o

non-functional requirements, e.g. performance, capacity, scalability, flexibility, interoperability,
compatibility, reliability, maintainability, availability, security, safety

o

Development Environment requirements for the call rating functionality by NCR external
stakeholders.

o

Integration and testing requirements (phone functionality, jabber functionality, recordings
functionality, wall-board functionality) and any other functionality of the applications in relation
to the call-centre system.

o

Implementation, roll out and change management requirements.

o

Phones deployment requirements, e.g. extension allocation and pin code number allocation.

o

maintenance, upgrade and support requirements

o

project management and quality requirements

o service management requirements.
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o

service monitoring and assurance requirements.

5. CISCO hardware equipment already in place and deployed

(The appointed service provider is not required to provide this hardware. It is already
assembled, installed, configured and functional for the telephony solution. The appointed
service provider will be maintaining and supporting the platform that has been built with the
below parts and equipment which is housing the NCR’s call centre system).

Part Number

Description

BE7M-M5-K9

Cisco Business Edition 7000M (M5) Appliance,
Export Restr SW

BE7K-PSU

Cisco UCS 1050W AC Power Supply for Rack
Server
Intel i350 Quad Port 1Gb Adapter
Riser 1B incl 3 PCIe slots (x8, x8, x8); all slots
from CPU1
Cisco 12G Modular RAID controller with 4GB
cache
300GB 12G SAS 10K RPM SFF HDD
Enable RAID 5 Setting
16GB DDR4-2666-MHz RDIMM/PC421300/single rank/x4/1.2v
2.6 GHz 6132/140W 14C/19.25MB
Cache/DDR4 2666MHz
Power Cord Jumper, C13-C14 Connectors, 2
Meter Length
Embedded License, Cisco UC Virt. Foundation
6.x (2-socket)
Unified Workspace Licensing - Top Level for
STD - 9.x
Jabber for Desktop for PC and Mac
Cisco Expressway-C Server, Virtual
Enable Expressway Series Feature Set
License Key Software Encrypted
UC Manager 11.x CUWL STD Users
Unity Connection 11.x CUWL STD Users
Cisco Expressway-E Server, Virtual
Enable Advanced Networking Option
Expressway Series, Expressway-E PAK
CUWL STD PAK
Enable TURN Relay Option
Enable Expressway-E Feature Set
Software Image for Expressway with Encryption,
Version X8

BE7K-NIC1
BE7K-PCIERISER
BE7K-RAIDCTRLR
BE7K-DISK
R2XX-RAID5
BE7K-RAM
BE7K-CPU
CAB-C13-C14-2M
VMW-VS6-FND-K9
R-CUWL-STD-K9
JABBER-DESKTOP
EXPWY-VE-C-K9
LIC-EXP-SERIES
LIC-SW-EXP-K9
UCM-11X-UWL-STD
UCXN-11X-UWL-STD
EXPWY-VE-E-K9
LIC-EXP-AN
LIC-EXP-E-PAK
UWL-STD-PAK
LIC-EXP-TURN
LIC-EXP-E
SW-EXP-8.X-K9
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UCXN-11X-SC-PORTS

Unity Connection 11.x Speech Connect Ports

LIC-EXP-GW
LIC-UWL-STD-A

Enable GW Feature (H323-SIP)
Services Mapping SKU, Under 1K UWL STD
users
Jabber for Desktop Right to Use
New CUWL Standard Edition User, 1
Version 11.x Software Kit
CCX 11.0 New Licenses
CCX 11.0 PRE Seat Qty 1 LICENSE
CCX 11.0 Adv Quality Manager Seat Qty 1
LICENSE ONLY
CCX 11.0 Workforce Manager Seat Qty 1
LICENSE ONLY
CCX 11.0 PRE Outbound IVR Port Qty 1
LICENSE ONLY
CCX 11 premium 25 seat Promo Bundle
CCX 11.0 PRE Seat Qty 1 LICENSE
CCX 11 auto expanded PAK
CCX 11.0 NEW PRE Server License
CCX 11.0 PRE HA LICENSE ONLY
License for Cisco Unified Intelligence Center
Premium
CCX 11.0 Media
CCX 11.0 Qty 1 CCX Media Kit - NO LICENSES

JABBER-DSK-K9-RTU
NEW-UWL-STD
UCAPPS-SW-11.X-K9
CCX-11-LIC-K9
CCX-11-N-P-LIC
CCX-11-AQM-LIC
CCX-11-WFM-LIC
CCX-11-OBIVRLIC
CCX-11-25P
CCX-11-N-P-LIC
CCX-11-PAK
CCX-11-P-SVR-LIC
CCX-11-PHA-LIC
CCX-CUIC-PREM
CCX-11-MED-K9
CCX-11MEDIAKIT-K9
CCX11CRMEDIAKITK9
CCX11AQMMEDKITK9
CCX-11WFMMEDIAKIT
CP-7841-K9=
CP-8851-K9=
CP-8800-A-KEM=

CCX 11.0 Compliance Recording Qty 1 Media
Kit - NO LICENSES
CCX 11.0 Adv Quality Manager Qty 1 Media Kit
- NO LICENSES
CCX 11.0 Workforce Manager Qty 1 Media Kit NO LICENSES
Cisco UC Phone 7841
Cisco IP Phone 8851
8800 Series Audio KEM, 28 Button

6. Software services already in place and functional
(The appointed bidder is not required to provide this services or software. They are already
installed, configured and functional). All the licenses in place are valid for 3 years renewable
annually. This list might not be exhaustive. It serves as an information purpose for the
prospective bidders as well as the bidder that will be appointed to familiarise themselves with
the system that is already implemented.
Services
CON-SNT-BE7MM5K9
CON-ECMU-VMWVS6FN
CON-ECMU-RCUWLSK9
CON-ECMU-LICUWLT
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SNTC-8X5XNBD Cisco Business Edition 7000M
(M5) Appliance
SWSS UPGRADES Embedded License, Cisco
UC Virt. Foundation
SWSS UPGRADES Unified W-space Lic - Top
Level for STD
SWSS UPGRADES Services Mapping SKU

CON-ECMU-CC11LK9C
CON-ECMU-CCX11NLC

CON-ECMU-CCXAMQA1

CON-ECMU-CCWFMLIC
CON-ECMU-CCXOBVRL
CON-ECMU-CCX11NLC
CON-SNT-CP7841K9
CON-SNT-CP8851K9
CON-SNT-CP880KMA

SWSS UPGRADES CCX 11.0 New
Licenses
SWSS UPGRADES CCX 11.0 PRE Seat Qty 1
LICENSE ONLY VALID FOR 3 YEARS,
RENEWABLE ANNUALLY
SWSS UPGRADES CCX 11.0 Adv
Quality Manager Seat Qty 1 VALID FOR 3
YEARS RENEWABLE ANNUALLY
SWSS UPGRADES CCX 11.0 Workforce
Manager Seat Qty 1 LI
SWSS UPGRADES CCX 11.0 PRE
Outbound IVR Port Qty 1 LIC
SWSS UPGRADES CCX 11.0 PRE Seat Qty 1
LICENSE ONLY
SNTC-8X5XNBD Cisco UC Phone 7841
SNTC-8X5XNBD Cisco UC Phone 8851
SNTC-8X5XNBD 8800 Series Audio KEM,
28 Button

7. The NCR physical address

This address is where the allocated technician by the service provider will be required to
perform a weekly onsite maintenance and support. The NCR’s main address is as follows:

National Credit Regulator
127 15th Road
Randjes Park
Midrand
1685
8. Capabilities of the current Call-Centre system in place

8.1.

Solution Architecture in place
The current call centre system is able to:
o

Perform automatic call distribution

o

Allows call monitoring by managers and supervisors.

o

Provide reports of all calls (volumes, handled, wait time and abandoned calls).
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o

Therefore the appointed bidder will be required to provide these reports on weekly basis
to the Call-Centre manager and supervisor.

o

The solution does provide Call Centre seniors with the ability for call coaching. The
appointed bidder will be required to assist current and new call-centre seniors on how to
perform this within the call centre system.

o

Activated and implemented recoded calls are retrievable as and when they are required.

o

Reports on different call types as per the departments linked to the call centre system.

o

Reports on calls handled by different call-centre agents

o

Report on Calls waiting time

o

Report on Dropped or abandoned calls

8.2. Security requirement model in place
o

Each Call Centre agent to have their unique login identifier and password

o

User names to conform to NCR’s user management policy

o

Password configuration to conform to NCR’s password policy – Complexity and expiry
after 45 days.

o

Other organizational IP telephony users should also have their own unique pin codes on
the operational phones for proper telephony management.

o

The technicians should provide change management for the allocation of phones to users
where a faulty phone can be replaced or the user of a certain phone can be replaced by
another user (current or new).

8.3.

Solution Integration functionality in place.
The appointed service provider will be required to maintain and support the following
integration in place.
o

The integrated wall board software for real time statistics is in place

o

Integration of the Call Centre system with data voice for call recordings.

o

Integration of the Call Centre system with TMS for telephone usage reports.

o

Be able to download voice recording for submissions to relevant parties as and when they
are required.

o

The service provider will be required to integrate the jabber application to all user extensions
and further provide user training for the use of the application as and when it is required.

9. Services Requirements in terms of servers (equipment) in place
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9.1.

Project Delivery in terms of the server currently installed at the NCR
o

Server connectivity maintenance and support to the NCR network.

o

Server configuration, repairs (re-installation of OS) as and when required.

o

Other applications installation, configuration, maintenance and support in relation to the
call-centre system (Jabber, and call-recording applications),

o

Integration with other telephony system of NCR.

o

Perform Call centre system troubleshooting and testing as and when system failure occurs

o

Provide repairs of the system as and when the system experiences faults, errors and other
system malfunctions.

o

The appointed service provider must advise the NCR if the equipment in near end of life
for the extension of the warranty or replacement of the equipment.

9.2.

Service provider performance management and reporting
o

The appointed service provider reports directly to the ICT department’s ICT operations
unit.

o

The appointed service provider is required to provide the NCR with a technician once
every week (Wednesday) in a month (4 times a month) for the duration of the contract
with no fail.

o

The technician is required to sign the time sheet which will be provided to him/her by
the ICT department in each day they are due for the maintenance and support of the
call centre system.

o

The technician is required to work 8 hours of the day from 8:00 am to 5pm on a
Wednesday of every week with exclusion of the lunch break hour.

o

The appointed service provider’s technician will communicate all technical faults
reported, resolved, outstanding to the ICT operations’ unit of the ICT department.

o

The appointed service provider is required to plan the monthly SLA meetings with the
NCR’s ICT operations unit for reporting incidents, problems, escalations and customer
satisfaction reporting relating to the Call-Centre system and provide monthly minutes
of the meeting held.
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o

The bidder may not change the day or the number of hours at which they are required
to be on the NCR premises for the maintenance and support of the call-centre system
without prior notice, discussion and authorisation by the NCR.

o

The scope of the maintenance and support of the call-centre remains the same for the
duration of the contract (36 months).

9.3. Certification, expertise and qualifications of the technicians
o

The service provider must represents, demonstrate and submit to the NCR the
following:
(i)

That it has the necessary expertise, skills, qualifications and ability to undertake
the work required in terms of the scope of work.

(ii)

That it is committed to provide the Products or Services; and

(iii)

That it is capable to perform all obligations detailed herein without any
interruption to the NCR services.

(iv)

That it has proper accreditation from the OEM (manufacturer) of the product and
services advertised (CISCO).

o

The appointed service provider must provide the services required by the NCR in a
good and workman like manner and in accordance with the practices and high
professional standards used in well-managed operations performing services similar
to the services required by the NCR.

o

The appointed service provider must perform the services in the most cost-effective
manner consistent with the level of quality of service and performance as defined in
scope of work for this project.

9.4.

Original Equipment Manufacturer (OEM) or Original Software Manufacturer
(OSM) work.
The appointed service provider must ensure that work or service is performed by a
person who is certified (qualified) by Original Equipment Manufacturer or Original
Software Manufacturer, including at least the following:
9.4.1. OEM/OSM 1 Certification: CISCO Certified engineers
The service provider is required to provide and professional services accreditation,
affiliation certifications.
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9.5.

Project delivery schedule and performance metrics

The appointed service provider will be required to assist the NCR with the
implementation of additional services and continual availability of the system and
measure performance metrics as follows:
o

The service provider must ensure that the backup of current system configuration is in
place, functioning accordingly, tested and can be restored urgently when the system
experiences failures.

o

The appointed service provider must ensure that the hardware is configured and working
properly, and delivers the desired output.

o

The service provider must ensure that all software associated with the call-centre system
is licensed properly and is under CISCO OEM support and must further ensure it is
installed and configured for the solution to function properly.

o

The service provider will provide the NCR with a CISCO technicians certified (qualified) to
assist with the maintenance of the hardware, software installed and any other
configurations in relation to the Call-Centre system.

o

The technicians allocated to the NCR must provide training to the ICT NCR technical
personnel for the call-centre system that is in place as and when it is required.

o

The technicians must provider training to the user community (Call-Centre department)
and other departments that might be added on to the functionality of the call-centre system.

o

The appointed service provider will be required to assist the NCR with all audit
requirements (reports) required by all audit functionalities of the NCR. This includes the
Internal Audit function and the Auditor General Audit function. The submission of the
required reports is within 48 hours after receiving a telephonically logged call or a helpdesk
logged call in the provider’s helpdesk system.

10. Logistical conditions of the project

10.1.

NCR official business days and official hours of work.
o

The NCR official business days are from Monday to Friday.

o

The NCR official hours are from 8am to 5pm with one hour lunch-break.
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o

The appointed service provider agrees to work during normal hours of work with
conditions suitable for NCR.

o

In the event that NCR grants the service provider permission to access NCR's ICT
environment including hardware, software, internet facilities, data, telecommunication
facilities and/or network facilities remotely, the service provider must provide such a
service in adherence to NCR's relevant policies and procedures (which policy and
procedures are available to the service provider on request) or in the absence of such
policy and procedures, in terms of, best industry practice.

o

The appointed bidder is required to submit monthly invoices for the services rendered
on time every month for the duration of the contract. The invoice will be accompanied
by the timesheet signed off for attendance to support and maintenance at NCR.

o

10.2.

Invoices are payable within 30 days of their receipt by the NCR finance.

Provision of on-site and remote Support of the call centre system
o

The appointed service provider will ensure that the NCR is provided with the best
maintenance and support services for the duration of the contract.

o

The appointed service provider is required to provide a full 8 hours daily on-site
and remote support to the system after sign off within defined access levels of the
NCR information security policy.

o

The 8 hours of support and maintenance will be provided once a week monthly for
the duration of the contract.

o

Provision for lunch time is within the contract that will be signed with the service
provider.

o

The appointed bidder will advise and notify the NCR in writing and on time on
changes to the allocated technician should the initially allocated be not available
for the project for system and operational continuity.

o

All faults, incidents, problems must be reported to the ICT department of their
impact to the NCR”s call centre effectiveness and functionality.

o

The total number of hours provided to the NCR will be calculated through the
timesheet signed by the technician on site and the ICT department.

o

The signed timesheet will be used as evidence for invoicing.

o

The bidders are required to indicate billable hours and non-billable hours of the
technician’s work per month which will be used for the billing cycle over for a period
of 3 years while the contract runs its course.
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10.3.

Provision of support and help desk calls
o

The Appointed service provider must provide support/help desk contact details to
NCR for the support of the system.

o

The service provider must log a call within their helpdesk system and provide the NCR
with the reference number for the call.

o

The service provider must resolve critical and urgent calls within 2 hours of the call
being logged with their helpdesk system.
 Hardware faults
 Server malfunction and connectivity faults
 IP Telephony not working
 Reception of switchboard not operational
 Wall board statistics malfunction and support

o

The service provider must resolve non-critical calls within 48 hours of the call being
logged with their helpdesk system.

o

The service provider must provide the NCR with updates on the progress of the calls
being logged when they are being resolved.

o

The appointed service provider must close all logged calls and provide the measure
of the response time in which the call was resolved. I.e. within 1 hours, within 2 hours,
more than 2 hours, more than 48 hours etc.

o

The appointed service provider must monitor the progress on all calls logged and also
adhere to remediation on occasions of deviations and non-performance of the
services.

11. Skills transfer and training
o

The service provider must provide training on the current solution or product to call
centre agents and ICT technical staff as and when it is required to enable NCR to
operate and support the product or solution effectively and efficiently.

o

The nature of the training must be formal, informal, hand-on on the job training.

o

The appointed service provider must ensure that the training logged with the helpdesk
system or telephonically is provided with the highest quality to ensure the employee
performs the duties required of them.

o

Training of technicians is continuous as and when it is required for the training to be
provided to new employees.

o

The bidders are required to compile user manuals for all support activities that might
be required to ensure some calls can be handled by internal ICT administrators before
calls can be escalated or logged to ensure business continuity.
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12. Regulatory, quality and standards
o

The appointed service provider must for the duration of the contract ensure compliance
with ISO/IEC General Quality Standards, ISO9001.

o

The appointed service provider must for the duration of the contract ensure compliance
with IEC/ISO Manufacturing and Workmanship quality condition.

o

The appointed service provider must for the duration of the contract ensure compliance
with IEC/ISO Environmental conditions.

o

The appointed service provider must for the duration of the contract ensure that the
proposed product or solution conform with the Government Minimum Interoperability
Standards (MIOS) as follows:
 MIOS 1 - Systems Engineering Infrastructure
 MIOS 2 - Systems Management Infrastructure
 MIOS 3 - Systems Security Infrastructure

13. Hardware and software guarantees and warranties

The appointed service provider warrants that:
o

It will assist the NCR to ensure that warranty of hardware in possession by the NCR is under
the OEM warranty of CISCO and is maintained and supported by CISCO. In the event that the
current hardware is near its end of life, the service provider will advise the NCR of such and
the requirements for the upgrade or the renewal of the maintenance and support with CISCO.

o

The appointed bidder shall ensure that as at their commencement date of work with the NCR,
it has the rights, title and interest with CISCO in and to the equipment, software, services in
order to provider required effective maintenance and support of the product or services in
terms of the contract and that such rights are free from any encumbrances whatsoever;
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o

The appointed bidder will ensure that the equipment which is the product and all its related
software is in good working order, free from defects in material and workmanship, and
substantially conforms to the specifications, for the duration of the warranty period.

o

The appointed service provider will ensure that during the warranty period any defective item
or part component of the products be repaired or replaced within 3 (three) days or within
acceptable time as stipulated by CISCO after receiving a written notice of the defective product
from NCR.

o

The appointed service provider will ensure that products (equipment and software) is
maintained during its warranty period at no expense to NCR.

o

The appointed service provider will ensure that the product with the NCR’s list possesses all
material functions and features required for NCR’s operational requirements;

o

The appointed service provider will ensure that the product remains connected or service is
continued during the term of the contract in accordance with the NCR requirements and in
correct alignment with CISCO.

o

The service provider will ensure that all third-party warranties that the service provider receives
in connection with the products (equipment and software) including the corresponding
software and the benefits of all such warranties are ceded to NCR without reducing or limiting
the service provider’s obligations under the contract.

14. Manuals and Hand-over

For NCR business continuity, bidders are required to comply with the following:
o

Upon sign off of the project and hand over to the NCR at the commencement of the
contract, the appointed bidder will be required to provide operational manuals for the
services they are appointed for which includes but not limited to the configurations of the
system, user accounts, versions of the software in place. This is in line with the training
requirements.

o

Before the contract expires, the appointed bidder will be required to provide the NCR
with all administrator accounts (created or default accounts) and related passwords used
on the solution during the contract.
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o

The bidder of the contract expiring will be required to hand-over all software licenses for
the solution to the NCR ICT.

o

The newly appointed bidder will be required to take over the responsibility of the software
and software licenses at the time that the software agreement expires with the outgoing
service provider.

NB: Bidders are advised not to withhold any information required for the solution
continuity, business or operational continuity to the NCR related to the solution that they
will be supporting (during the contract) or would have supported (at the end of the
contract. This is information will be verified and tested by the NCR for confirmation and
no deviations will be accepted.

15. Functionality bid evaluation criteria

NO

Description

1.

Bidder CISCO OEM certification requirements

Weights

o The bidder is required to be certified or
licensed by CISCO as the OEM reseller,
support and maintenance for the CISCO IP
Telephony hardware, software and services.
This is to ensure that the appointed bidder
has access to the BOM of the NCR call centre
system held by CISCO for advisory when
hardware is outside of maintenance and
when licenses are due for renewal and
costing thereof.
o

Partner must be Cisco’s Advance Unified
Communication Partner

o

Partner must be specialized in Cisco’s CMSP
Business Communication

(All certification must be submitted together with
the bidding documentation and must be valid
certification).
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10

Scoring:
 The bidder is a certified platinum level CISCO
partner and submitted valid certification = 5
 The bidder is a certified Gold level partner and
submitted valid certification = 4
 The bidder is a certified silver level partner and
submitted valid certification = 3
 The bidder is a certified bronze level partner and
submitted valid certification = 2
 The bidder is not a certified partner and no valid
certification was submitted = 1

2.

Experience of the bidder specific to the CISCO
BE7000 Call Centre System
Does the proposal show bidder’s understanding of
the NCR requirements in relation to the TOR in
relation to the maintenance and support

of the

BE7000, migration to the BE7000(when necessary),
and testing that all current services function as they
are required. The appointed service provider must
have at least 3 years of the CISCO BE7000 Call
Centre System maintenance and support.

Scoring:
 The company has more than 3 years CISCO
BE7000 Call Centre system maintenance and
support = 5
 The company has 3 years CISCO BE7000 Call
Centre system maintenance and support = 4.
 The company has less than 3 years CISCO
BE7000 Call Centre system maintenance and
support = 3.
 The company has 2 years CISCO BE7000 Call
Centre system maintenance and support = 2.
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10

 The company has 1 years or less than 1 years
CISCO

BE7000

Call

Centre

system

maintenance and support experience = 1

3.

Provision of the support or the service desk
The service provider has the formalised service or
support desk where the NCR can log calls for the
maintenance and support of the call centre system.
o Partner must have 24x7 Technical Support
Service centre for reporting of faults and issues
o Critical or urgent calls can be resolved in less than
2 hours of the call being logged telephonically or
through the helpdesk, non-critical calls can be
resolved in less than 24 hours of the call being
logged telephonically or through the helpdesk
system = 5
o Critical calls can be resolved within 2 hours of the
call being logged telephonically or through the
service provider helpdesk, non-critical calls can
be resolved in within 48 hours of the call being
logged telephonically or through the helpdesk
system = 4
o Critical calls can be resolved in more than 2 hours
of the call being logged telephonically or through
the service provider helpdesk, non-critical calls
can be resolved win more than 48 hours of the
call being logged telephonically or through the
helpdesk system = 2
o Critical calls can be resolved in more than 2 hours
of the call being logged telephonically or through
the service provider helpdesk, non-critical calls
can be resolved win more than 72 hours of the
call being logged telephonically or through the
helpdesk system = 1
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4.

Proposed approach on IP Telephony
Proposals must contain the details of the proposed
approach to be adopted in order to deliver the service
in accordance with the TOR.


Proposed approach in relation to the scope of
work and the outputs above.



Proven capacity and experience in Cisco Voice
and IP Telephony services



Proven

capacity,

skill,

technology

and

experience in Cisco telephony solutions.


The bidder must have 5 years’ experience in
relation to the maintenance and support of the
CISCO Voice and IP Telephony system.
10

Scoring:
 The bidder has more than 5 years’ experience in
maintenance and support of the CISCO Voice
and IP Telephony system services = 5
 The

bidder

has

4

years’

experience

in

maintenance and support of the CISCO Voice
and IP Telephony system services = 4
 The

bidder

has

3

years’

experience

in

maintenance and support of the CISCO Voice
and IP Telephony system services = 3
 The

bidder

has

2

years’

experience

in

maintenance and support of the CISCO Voice
and IP Telephony system services = 2
 The

bidder

has

1

years’

experience

in

maintenance and support of the CISCO Voice
and IP Telephony system services = 1
5.
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Software maintenance and support experience

10

 The bidder must outline how it will maintain all
the software running on the call centre
system from OS, the application software
itself and other capability software, patches
and updates that will enable the efficient use
of the call centre system by the NCR.
Scoring:
 The bidder outlined the maintenance and support
of software such OS, the application software
and other application software, patches and
updates, value adds for the call centre system
and further outlined how it will advise the NCR of
the software licenses expiry and renewals = 5
 The bidder outlined the maintenance and support
of software such OS, the application software
and other application software, patches, updates
and further outlined how it will advise the NCR of
the software licenses expiry and renewals but
did not outline any value adds = 4
 The bidder outlined the maintenance and support
of the software such the OS, the application
software but did not outline other software
maintenance such as patches, updates and no
software license renewal outlines and no value
adds were included for the NCR = 3
 The bidder outlined only maintenance and support
without outlining how and what it will be
maintaining and supporting = 2
 The bidder did not outline and maintenance and
support which is the core of the project at hand
=1

6.

Pricing method (hourly rate for the service, monthly
cost and the total project cost for the period of 3
years)
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 The bidders are required to provide a pricing
method or schedule that outlines the hourly rate
billable to the NCR for the hours that the
technician will spend on site for the maintenance
and support
 The bidders are required to provide the monthly
cost inclusive of VAT (15%) for the services
provided which is the total number of hours
spent per month for onsite maintenance and
support by the technician allocated to the project
 The bidders are required to provide the total cost
of the project inclusive of VAT (15%) for the
period of 3 years payable monthly for the
duration of the contract which includes the
estimated total number of hours anticipated for
the maintenance and support of the call centre
system
 The bidders are required to provide the NCR if any
annual incremental to hourly rate is applicable
for the project.
 The bidders are required to build in contingency
fees for adverse issues that might occur for the
duration of the project. This condition is business
specific. Travelling costs, any changes costs
that might occur during the project, price
escalations that are linked to rand/dollar
exchange.
Cost not outlined in the bidders’ submission will
not be considered.

Scoring:
 The bidder submitted the pricing with hourly rate,
monthly cost, total project cost for the duration of
the contract, outlined the annual incremental
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rate if applicable provided some of the cost free
services that might be offered to the NCR and
worked in the contingency fee for the project = 5
 The bidder submitted the pricing with hourly rate,
monthly cost, total project cost for the duration of
the contract, outlined the annual incremental
rate if applicable and worked in the contingency
fee for the project = 4
 The bidder provided some but not all the costs
required with the proposal = 3
 The bidder provided only the total cost of the
project without outlining hourly rate, monthly
cost and contingency fees = 2
 The bidder did not outline the pricing or the
different costs for the project to make up the total
cost = 1

7.

Product or service functional requirement
Proposals should clearly indicate whether or not bid
participants have the internal and technological
capacity to meet the requirements of the TOR. This will
include but not limited:


The relevant skills level of the entire project team
(Brief CV’s of the team members), Must have
one local CCIE Voice/Collaboration with active
CCIE number;



Local

CCIE

Voice/Collaboration

must

be

involved in the project implementation.


Resources and personnel to be dedicated to the
project. i.e. Project team leader must have 7
years’ experience in leading and management of
projects and the team of technical engineers
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20

must

Cisco

Certified

Engineers

on

the

technology to be used for the project at NCR.


Team members such as engineers allocated to
the project must have 5 years’ experience or
more in supporting the CISCO Voice IP
Telephony and call centre system.



The bidders are required to submit the
performance, capacity, integration requirements
by

providing

different

reports

(weekly,

monthly and quarterly) as a must.


No outsourcing /Subcontracting allowed.

Scoring:
 CVs of the project team members are submitted.
The project manager has more than 7 years”
experience in managing projects and the
Engineers allocated to the project are CISCO
certified Engineers and have more than 5 years’
experience on the CISCO IP Telephony and
Voice call centre system = 5
 CVs of the project team members are submitted.
The project manager/team leader has 7 years”
experience in managing projects and the
Engineers allocated to the project are CISCO
certified

Engineers

and

have

5

years’

experience on the CISCO IP Telephony and
Voice call centre system = 4
 CVs of the project team members are submitted.
The project manager/team leader has 6 years”
experience in managing projects and the
Engineers allocated to the project are CISCO
certified

Engineers

and

have

4

years’

experience on the CISCO IP Telephony and
Voice call centre system = 3
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 CVs of the project team members are submitted.
The project manager/team leader has less than
5 years” experience in managing projects and
the Engineers allocated to the project are
CISCO certified Engineers and have less than 3
years’ experience on the CISCO IP Telephony
and Voice call centre system = 2
 CVs of the project team members are submitted.
The project manager/team leader has less than
4 years” experience in managing projects and
the Engineers allocated to the project are
CISCO certified Engineers and have less than 2
years’ experience on the CISCO IP Telephony
and Voice call centre system = 1
8.

SLA Management and Monitoring
The bidders are required to outline the SLA
management and monitoring process with the NCR
team.
 Monthly SLA meeting are required and a must to
measure the services offered without fail.
 The bidder is required to compile SLA meeting
minutes and submit such to the NCR team
without fail.
 The

bidders

are

required

to

outline

how

escalations and complains are to be handled in
terms of non-compliance with the contracts and
services signed for.
 The bidders are required to outline governance
issues such as updates, patches, reports
submissions in relation to the NCR audit
requirements (both internal and external audit).
How it will assist the NCR in compliance with
such requirements.
Scoring:
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10

 The bidder outlined how the monthly SLA
management and monitoring will be handled,
submission of minutes of the meetings, how
escalations, complains will be handled and out it
will assist the NCR with the Audit report
submissions in relation to the Call Centre system
together with other innovative ideas it might
assist the NCR with= 5
 The bidder outlined how the monthly SLA
management and monitoring will be handled,
submission of minutes of the meetings, how
escalations, complains will be handled and out it
will assist the NCR with the audit reports
submissions in relation to the Call Centre system
=4
 The bidder outlined the monthly SLA management
and monitoring but left some aspects of how
meetings will be recorded and did not provide
how complains will be

handled nor the

requirement to assist the NCR with audit
compliance = 3
 The bidder outlined the monthly SLA management
and monitoring only = 2
 The bidder did not outline( the monthly SLA
management and monitoring, how meetings will
be recorded, how complains and escalations will
be handled and how it will assist the NCR with
audit reports submission in relation to the call
centre system) = 1

9.

References
 Provide 3 letters of affirmation from Business
or Government customers to whom the
project or service was successfully delivered.
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Each letter must be dated, signed and on a
letterhead of the customer and indicates for
the past 5 years.


Past and Current Clients: Service, Feedback,
Ratings and References; Portfolio of past
work. Please only provide references relating
to CISCO IP Telephony System maintenance
and support.

Scoring:
 Bidder

provided

more

than

3

contactable

references from its recent clients for whom
similar work has been conducted for the past 5
years = 5
 Bidder provided 3 contactable references from
amongst its clients with whom similar work has
been conducted for the past 4 years
 Bidder

provided

less

than

3

contactable

references from amongst its clients with whom
similar work has been conducted for the period
of 3 years = 3
 Bidder

provided

less

than

2

contactable

references from amongst its clients with whom
similar work has been conducted for the period
of 2 years.
 Bidder provided no references = 1

Bidders must achieve a score of 70 points on functionality to qualify to be evaluated in order to be
considered in the next level (BBBEE and price). Bidders who do not score the minimum of 70% points
on functionality will be disqualified.
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ANNEXURE A

Pricing must follow the following: All prices are required in SA Rand inclusive of 15% VAT.

NO

PRICING DEFINITION

QUANTITY

UNIT COST

TOTAL
INC VAT

1

Hourly rate for the technician
allocated (8 hours every
Wednesday of the week
from 8:00 am to 5pm official
hours)

2

Monthly cost = 32 hours per
month (8 hours per week x 4
weeks in a month)

3

Annual cost = (Monthly cost
x 12)

4

Any Contingency Cost (that
NCR should be aware of)

5

Price escalations (business
specific

annual

rate,

rate

where

Rand/Dollar
applicable).
6

Total cost of the project
over 3 years
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COST

Additional documents and information to be submitted


Proof of CISCO partnership



Brief company profile, as relevant to the above mentioned terms of reference.



Experience in the relevant areas.



Clientele.



Work plan, showing tasks, timelines etc.



Should the bidder make use of subcontractors on any part of the bid, full details of the
subcontractor and the extent of the work undertaken by the subcontractor must be provided
(BBBEE, CSD registration number, address, technical capacity and years of experience).



Contact details of at least three references from among recent clients with whom similar work has
been conducted in the past 48 months.


Financial proposal.

----------------------------------------------------------------End---------------------------------------------------------------
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