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1. Introduction

PTCL intends to have support and maintenance agreement for SABRO AC units deployed at PTCL HQ network rooms in Islamabad,5 AC units deployed and details are mentioned in Annex “A”. Proper 24X7 cooling is mandatory requirement for the critical networking equipment deployed in order to avoid equipment damage. This equipment provides intranet connectivity to all PTCL HQ users.
The purpose of this RFQ is to select vendor who can provide proactive/efficient support and maintenance of currently deployed AC units. The contract will be awarded to a firm valid for one year, which best fulfills the requirements and specifications and ability to implement best practices and experience in related function of PTCL.
2. Scope of work

Selected vendor would be required to perform support & maintenance as per Annex “A”. Following are the SoW details:

· Vendor will ensure repair/maintenance of the AC units.
· Timely rectification of complaints as and when arises.
· Preventive maintenance tasks.
· Visually inspect equipment.
· Regular functioning tests.
· Vendor shall provide replacement of hardware parts fault and any failure.


3. Vendor Proposal

The proposal should have a clear stating of all the direct or indirect expenses related to the offered solutions. Service provider proposal must include the following: 

3.1 Support Orchestration

Vendor shall propose a complete support structure to PTCL along with well-defined support orchestration. 




3.1.1 [bookmark: _Toc178564287][bookmark: _Toc266777402]Response Method

Response method may include one or all of the following

· Telephonic Support
· Email Ticketing

3.2 [bookmark: _Toc296447984][bookmark: _Toc296457399]Support & Escalation

[bookmark: _Toc296447985][bookmark: _Toc296457400]Vendor proposal shall include support and escalation hierarchy. Escalated management levels are as follows:
· First Level Management
· Second Level Management
· Third Level Management

3.3 Service outside Normal Working Hours

Proposal must have provision for services outside the normal working hours including weekend and other public holidays.

3.4 [bookmark: _Toc296447986][bookmark: _Toc296457401]Preventive Maintenance

Preventive maintenance tasks are to ensure integrity of the system and safety from problems that are either known to occur with the passage of time and usage, or are unforeseen yet can be avoided to some extent. Preventive maintenance tasks are divided into these general categories.


3.4.1 [bookmark: _Toc178564284][bookmark: _Toc266777398]Scheduled Hardware Maintenance Activity Cycle

Monthly servicing and weekly visit of all UNITS in order to ensure smooth functioning of the system. Any up-gradation / preventive maintenance activity planned by the company and approved by the IT department.


4. Response and Resolution
4.1 [bookmark: _Toc178564286][bookmark: _Toc266777401]Response Time
Response time is considered to be the time in which a certain problem was attended after being submitted.

4.2 [bookmark: _Toc178564288][bookmark: _Toc266777403]Resolution Time 
Resolution time is considered as the time in which a problem is resolved and AC Unit was found up and running. However any illogical reason described by user will not be counted. Resolution time starts after the response time.

4.3 Backup Provision Time
Backup provision time is the time during which backup is provided against any known hardware issue of unit in order to minimize the downtime.


5. Hardware Inventory Maintenance
 In case of hardware component failure Contractor shall do the following: 

· Send faulty item for repair. 
· Provide backup for items under repair. 
· Maintain spares for each category of equipment.

6. Performance Measurement and Response 

· Response Time and Method: Response time is considered to be the time in which a certain problem was attended after being submitted. The proposal must address the maximum initial response time when a problem is reported and the response method which may include one or all of the followings: 

1. Telephonic Service 
2. Email ticket 

· Service Level Agreement/Targets: Service level targets for the desired services shall be part of this PO/Agreement. The intended benchmarks are given in Annexure A. 
· Acceptable Follow-up Time: The Contractor must specify the follow-up process and maximum initial response time when a problem is reported to Technical Assistance Center and which are not resolved in the course of the first contact. The follow -up response time for each priority must be defined. 
· Problem Resolution Time: Resolution time is considered as the time in which a problem is resolved and system was found up and running again exactly or better than last known good condition by the user. Resolution time starts after the response time. 
· Quality of Responses: In addition to problems being resolved within the stated timeframes, the quality of the interactions and paths taken toward resolution are of critical importance to PTCL. Interactions between Technical Service staff and vendor will be reviewed periodically by PTCL to identify areas where improved responses may be needed. Based on these reviews remedial measures will be the responsibility of the Contractor to improve the services.


7. Obligations of Contractor 

· Contractor shall provide proactive support & maintenance as per above scope of work. 

· The Contractor shall respond as per SLA timelines and shall provide the confirmation of IT registration via email. In case of Critical fault, the IT will be registered telephonically by calling the Contractors helpdesk and the Contractor shall respond as per SLA timelines and shall provide the confirmation of IT registration via both email and telephone. 

· The actual status and progress as well as identified problems shall be mutually discussed on monthly basis with respective EVP/SM/PTCL IT Staff. However, Contractor shall submit monthly activity reports, recommendations, proposals and necessary remedial measures in hard and soft copies. 

· The Contractor shall present regular progress reviews and recommendations covering all domains on monthly basis in the office of EVP (IT Data Center) or his designate at PTCL HQs level. 

· Any Maintenance activity by Contractor, having a possible service impact must be mutually agreed with PTCL's concerned officer prior to carrying it out by the Contractor. For all types of activities on operational systems, whether involving downtime or otherwise, permission from PTCL is mandatory. 

· Contractor is liable for the consequences of all errors and omissions on its part or on the part of its experts to full extent and within the limitations referred to here under.


 

8. Obligations of PTCL
 
· PTCL shall render assistance, without incurring any cost to Contractor in going through the temporary import and export formalities for the needed equipment and tools, and the entry & exit formalities of Contractor's personnel.
9. [bookmark: _Toc294273691][bookmark: _Toc296447998][bookmark: _Toc296457413]Evaluation/Qualification Criteria:
PTCL will evaluate the responses from the vendors according to the responses / substantiations provided against Annexure – A.

	Qualification Criteria
	Points

	Section 1 - Organizational Requirements
	 

	1
	Company Years in Operation minimum 5 year
	05

	2
	Capability to provide support (Number of current  similar nature  Projects  and number of resource deployed across different customers/cities with evidence)
	15

	3
	Previous experience in similar projects
	15

	4
	Service level targets appear sound and well defined.
	05

	5
	Compliance with RFQ
	15

	
	Section 1 Total
	55

	Section 2 – Incident Management Application
	 

	1
	Call/Email/ Ticketing System
	Call management approach appears sound, is well defined.
	10

	Section 2 Total
	10

	Section 3 – Services
	 

	1
	Support Orchestration
	Solution with methodology appears sound, is well defined and provides clear cut boundary of each resource with the escalations
	25

	2
	Value Added Services
	If offered
	10

	Section 3 Total
	35

	TOTAL Marks
	100










Sealed tenders are invited from vendors registered with PTCL for “MAINTENANCE & SUPPORT OF AC UNITS INSTALLED AT PTCL HQ NETWORK Islamabad” in accordance with PTCL requirements. 
[bookmark: _GoBack]Tender documents complete in all aspect must be submitted in office of Senior Manager (Network Services) 2nd Floor IT Data Center, PTCL CDDT Building H-9/1 Islamabad on 19-02-2016 at 14:00 hours.

Tenders/bids/quotations received after due date and time shall not be entertained/ accepted.
	
PTCL reserves the right to reject any or all bids and to annul the bidders at any time, without accessing any reason or incurring any liability to the affected bidder(s) or any obligations to inform the affected bidder(s) of the ground for PTCL action.

All correspondence on the subject matter may be endorsed to the undersigned.

S.M NETWORK SERVICES
IT Data Center Islamabad
+92514865348

























“Annexure-A”

	SLA / Service Level Targets / Agreement 
for AC Units Installed at PTCL HQs Network Rooms

	S. No.
	Item Description
	Quantity
	Problem Type:
Critical / Major / Minor
	Response Time: 
Minutes / Hours
	Resolution Time:
Minutes / Hours / Days
	Health Check Up and Reports
	Resource Availability

	2nd Floor BLOCK 'C'

	1
	SABRO Precision AC units
	1
	Critical
	20 Minutes
	2 Hours
	Weekly
	24/7

	2nd Floor BLOCK 'F'

	2
	SABRO Precision AC units
	2
	Critical
	20 Minutes
	2 Hours
	Weekly
	24/7

	2nd FLOOR OLD BUILDING

	3
	SABRO Precision AC units
	2
	Critical
	20 Minutes
	2 Hours
	Weekly
	24/7
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