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	Annex I

TERMS OF REFERENCE
No EEAS-002-DELMOZM-SER-DIR


ICT Support

for the European Union Delegation

to Mozambique
1. Introduction

The contracting authority is the European External Action Service (hereinafter referred to as "the EEAS"), represented by the Head of the Delegation of the European Union to Mozambique or its duly authorized representative.

The EEAS plans to conclude a service contract for the acquisition of services for the user support, the technical assistance and the Information and Communication Technologies (ICT) administrative support for the needs of the Delegation in accordance with the specifications set out below and the model contract in annex.

When drawing up their tenders, tenderers shall take into account the provisions in these tender specifications, in the letter of invitation to tender as well as in the model service contract, which specify the rights and obligations of the contractor, particularly those on payments, performance of the contract, confidentiality, checks and audits.

The model service contract that will be used for this contract is attached to the letter of invitation to tender in Annex 2.  These tender specifications and the tender submitted by the awardee of the contract will be annexed to the contract and therefore be binding on the contracting parties during the implementation of the contract.

2. Scope of the call for tender
The purpose of the call for tenders is the acquisition of services for the user support, the technical assistance and the ICT administrative support for the needs of the Delegation of the European Union to Mozambique as described in section 3.2.
Any contractual aspect not explicitly covered by the present disposition will be subject to the laws of Mozambique, as will any dispute between the parties.

The response to the present tender and all further communications shall be written in English or in Portuguese.

3. Service requirements
3.1. Context

The Delegation of the European Union to Mozambique has currently 60 users.  The infrastructure is based on the following software:
	Operating Systems

	Windows 7


	Office products

	MS Office 2010

	MS Access 2010

	MS Office Visio Viewer 2010

	Associates Tiff files to MS Document Imaging 

	Configuration of Office extensions in IE 

	MS Word Style Patch 

	DIaLOGIKa Word Style Patch 1.5 
Add-ins
Adobe Reader 9.4.0


	Plugins

	Microsoft Silverlight 4.0.50826.0

	Windows Media Player 11 + Hotfixes 

	RealPlayer Enterprise 2.1.2 

	VLC Media Player 1.1.5 

	DjVu Browser Plugin 6.1.1

	Flash Player 10.1.102.64

	Shockwave Player 11.5.9.615

	QuickTime Player 7.67.77 

	Java Runtime Environment (JRE) 6 Update 20 and previous

	CURL Runtime Environment 3.0.7


	Runtimes

	PB50432A PowerBuilder Runtime 5.0.4 

	PB65132D PowerBuilder Runtime 6.5.1 

	PB10532A PowerBuilder Runtime 10.5.1 

	Oracle Client 10G 10.2.0.3 32 bits 

	MS .NET Framework 3.5

	MS .NET Framework 4.0 

	Microsoft Visual C++ 2008 Runtime SP1


	Miscellaneous

	McAfee VirusScan Enterprise 8.5i with Patch 4

	MSXML 4.0 Service Pack 3

	MSXML Parser 6.10.1129.0

	O&O Defrag 10.0 Professional Edition 

	WinZip 12.0 

	WinZip Command Line Support 

	Remote Desktop Connection 7 

	Apple Application Support 1.3.2


Network connection to the EEAS Headquarters in Brussels is operated by British Telecom (BT).

The IT support tasks are segregated between two profiles named RITO (Regional IT Officer) and ITSUP (IT support). 

The management of the servers and user accounts will be performed by the EU's  RITO (Regional IT Officer based at the EU Delegation in Pretoria, South Africa) while the ITSUP tasks described in section 3.2 are to be covered by the present direct contract.
In Headquarters, the EEAS IT Helpdesk is the single point of contact (SPOC) for all issues with external ICT contractors (BT, Siemens, Dell, HP).  It also provides third-level support to RITOs and ITSUPs.
3.2. Service description
Description of the ITSUP tasks:

End-user support
· Assist the users to configure and use the office automation tools (Word, Excel, Outlook, etc.)
· Prepare and set up work stations based on the reference configuration approved by HQ
· Test and install optional software and additional devices necessary for professional tasks (note: prior written approval required from EEAS IT Helpdesk and the RITO)
· Register user incidents in the Central Helpdesk ticketing system (currently SysAid) and try to solve them.  In case of failure to find solutions, escalate them to the second level support - RITO or EEAS IT Helpdesk.  For all ICT related issues, ensure follow-up in SysAid and implement solutions. 
· Manage the stock of all ICT equipment and materials like workstations, laptops, printers, beamers, memory sticks, satellite phones, etc.
· Clean up portables returning from missions
· Assist the users for the installation of presentation equipment (projectors, beamers, etc.)
· Assist the users for using the video-conference equipment
· Assist the users in using the telephone system.
Technical assistance
· Perform the troubleshooting of problems related to workstations, laptops, printers, PDAs, scanners, network devices and all other ICT equipment
· Manage the network printers, scanners, and "all-in-one" devices
· Install patches and updates on all workstations and portables
· Manage the anti-virus on all workstations and portables 
· Perform the disk wiping for all declassified PCs using the approved wiping software (currently Blanco)
· Manage the local PABX and telephones
· Maintain working wi-fi at the EU Delegation and at the adjacent Residence of the Head of Delegation

· Provide local assistance to the RITO, EEAS IT Helpdesk, local and central service providers (like local ISP, British Telecom, Siemens, Dell, HP, etc.) in troubleshooting ICT infrastructure problems
· Perform the patching of the local network
· Diagnose any ICT infrastructure incidents and problems, register, search for information, find and suggest solutions, implement solutions in coordination with the RITO and EEAS IT Helpdesk, document and follow-up
· Assist the RITO in troubleshooting server related issues as well as with the Robot Tape Library or the NAS in the server room. 
Other IT administration tasks
· Assist the Head of Administration with the calls for tender for the purchase of ICT material and services like printers, PDA, network devices, new cabling infrastructure, ISP, support services, etc.  Draft the technical requirements; participate in the technical evaluation, etc.
· Assist the Head of Administration in the purchase of any ICT-related equipment and materials
· Report to the Head of Administration on a regular basis for all support activities
· Prepare weekly reports with the main ICT tasks completed and the upcoming scheduled ICT tasks
· Organize training/coaching of users on IT matters
· Assist the Head of Administration with the inventory of the ICT equipment
· Strictly follow the information security policy of the EEAS.
3.3. Estimated workload
40 hours per month 
The contractor shall immediately replace his employee who is absent, regardless of the reason, in order to ensure business continuity.
In addition, there may be on-demand IT support service requests of maximum 12 hours per month.
Indication: This workload volume can be modified, at the request of the DEU, during the lifetime of the contract if needed.
The contractor's staff must be available for assistance by telephone to respond to Delegation's staff ICT incidents.  The intervention time starts when the contractor's staff reaches the Delegation's premises and runs until the resolution or the escalation of the incident at the Delegation.  The intervention time will be charged per 30-minute time slots.  Any travelling time to the Delegation's premises is not to be counted and shall not be charged.  All related costs shall be included in the price for the local intervention.
3.4. Schedules
Delivery will take place on normal working days and during normal working hours of the delegation premises from Monday to Thursday between 07:30 and 17:00 and Fridays between 07:30 and 13:00
3.5. Language
The official working language at the delegation is Portuguese but the ITSUP should also be fluent in English which is mandatory when contacting the ITO, the Central Helpdesk or contractors based in Europe.

3.6. Place of work

The services should be provided in the Delegation's premises located at the following address:
Delegation of the European Union to Mozambique
Avª Julius Nyerere, 2820, Maputo, Moçambique
4. CVs and references
4.1. Profile of available staff
The minimum number of CVs to be submitted is two, of which at least one must be permanent staff at the time of submission.  A template for their submission is attached in Annex I to the tender specifications.
4.2. References

The tenderer should provide as references the names and contact details for at least two previous or current customers with which he performed similar tasks.
5. Assessment of the tenders
5.1. Selection criteria
5.1.1. Staff resources

Tenderers are required to prove that they have sufficient technical and professional capacity to perform the contract.  To that end they must provide documentation which confirms that the tenderer meets the following criteria which will apply:
· Organisational structure allowing the delivery of the required services,
· Manpower and qualified staff relevant for the required services.
5.1.2. Experience
Tenderers are required to demonstrate that they have prior experience in similar projects/contracts.
5.2. Evaluation criteria
5.2.1. Technical evaluation (100 points)
The technical evaluation will be made by establishing a technical score based on the following criteria:
· The support offered should correspond to the specifications provided; this includes the two profiles requested.  The support should include capability to provide training to Delegation staff at all levels in the various packages, offering practical solutions to user problems relating to the packages used.  Knowledge of the European Union will be an added advantage (25 points – minimum required: 10 points).
· Effectiveness of measures to guarantee adequate availability of the staff profiles (quality of "availability and choice") for the required time and means services (25 points – minimum required: 10 points).
· General quality of the proposal, its accuracy and conformity with the service requests.  This evaluation will include an interview and a multiple choice questions (MCQs) test of the ITSUP candidate (50 points – minimum required: 30 points).
5.2.2. Financial evaluation
The financial evaluation will be performed on the basis of the price per month service charge + the cost per hour on demand for IT support service on working days + the cost per hour on demand for IT support service on weekends or public holidays.
The prices for the tender must be tendered:


-
in Mozambique Meticais

-
all inclusive, thus no additional costs may be charged for delivery at the normal place of delivery and during the normal working hours listed above;

-
using the unit price schedule and the price scenario tables in annex (Annex A and Annex B).  Any change in the tables as annexed to these tender specifications will lead to the rejection of the tender.

5.3. Award criteria

Priority is given to offers with a good quality (weight of 70% for quality Q and 30% for the price P).  For this reason, the award will be made according to the following rule:

Score = 70 * (Qi/Qmax) + 30 * (Pmin/Pi) 

The tender with the highest score will be proposed for award of the contract.
The maximum possible score is 100 and will only occur when one offer gets the best technical score and is the cheapest one at the same time.

It is noted that the cheapest price can only be the one of an offer which does not fail the selection phase.

6. Content of the tenders
Please also refer to Annex II to the tender specifications.

The tender will contain:
1. a cover letter presenting the name of the tenderer and the name of the single contact person in relation to this tender, with its e-mail address.  It is the responsibility of the tenderers to consult regularly the e-mails received;

2. the completed and signed Annex II to the tender specifications;

3. the CVs and references requested under sections 4.1 and 4.2;

4. a signed Legal Entity Form with its supporting evidence. The form is attached to the invitation to tender and is also available at
http://ec.europa.eu/budget/contracts_grants/info_contracts/legal_entities/legal_entities_en.cfm;
5. a signed financial identification form and its supporting evidence. The form is attached to the invitation to tender and is also available at
http://ec.europa.eu/budget/contracts_grants/info_contracts/financial_id/financial_id_en.cfm;

6. a technical envelope with the description of the offer submitted, including the information required to enable the assessment of the tender in accordance with the selection and evaluation criteria set out in sections 5.1 and 5.2;

7. a financial envelope with the duly completed and signed unit price schedule (Annex A) and the duly completed and signed scenario (Annex B).
All the tender documents must be signed and dated.
Annex A – Financial tender 

Unit price schedule in MZN
	Item
	Description
	Type of unit
	Unit price in MZN


	A
	Service charge
	Month
	

	B
	On-demand IT support service on working days
	Half-hour
	

	C
	On-demand IT support service on weekends or public holidays
	Half-hour
	


When filling in this table, tenderers shall fill in the unit prices for each item and will not modify, add or subtract any item.  Failing this, their tender will be eliminated.
It has to be noted that the price quoted will have to be all inclusive, thus no additional costs may be charged for service delivery at the normal places of delivery and in accordance with normal schedules.
Name of tenderer:

Name of the legal representative of the tenderer:

Date:





Signature:

Annex B – Financial tender
Price scenario over the duration of the contract
in MZN (same currency as in Annex A)
	Item
	Description
	Type
of unit
	Estimated number of units over the maximum duration of the contract
(36 months)
	Unit price
in MZN
(same currency as in annex A)
	Total price in MZN
(same currency as in annex A)

	1
	2
	3
	4
	5
	6 = 4 x 5

	A
	Service charge
	Month
	36
(months)
	
	

	B
	On-demand IT support service on working days
	Half-hour
	600
(half-hours)
	
	

	C
	On-demand IT support service on weekends or public holidays
	Half-hour
	264
(half-hours)
	
	

	TOTAL
	
	


When filling in this table, tenderers shall fill in column 5 the same unit prices as tendered for in Annex A – Financial tender.  Tenderers will carefully calculate the totals in column 6 they will do so for each item.  They will not add, suppress or modify any item.  Failing this, their tender will be eliminated.
It has to be noted that the price quoted will have to be all inclusive, thus no additional costs may be charged for service delivery at the normal places of delivery and in accordance with normal schedules.
Name of tenderer:

Name of the legal representative of the tenderer:

Date:





Signature:
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