REPUBLIC OF THE PHILIPPINES

DEPARTMENT OF BUDGET AND MANAGEMENT
GENERAL SOLANO ST., SAN MIGUEL, MANILA

BIDS IMD AWARDS COMMITTEE
Resolution No. 2017- 5/

. WHEREAS, the Department of Budget and Management-Bids and Awards Committee
(DBM BAC) conducted a public bidding for the Project, “Helpdesk Management Service,” with an
Approved Budget for the Contract of P16,000,000.00 for 16 months;

. WHEREAS, on September: 19, 2017, an Invitation to Bid was advertised in the
Philippine Star, and posted on the Philippine Government Electronic Procurement System
website, the DBM website and all DBM bulletin boards;

WHEREAS, Supplemental/Bid Bulletin No. 1 was issued on October 3, 2017 to clarify,
modlfy or amend items in the Bidding Documents;

WHEREAS, three (3) prospective bidders, namely: (i) ePLDT Inc.; (ii} Incuventure
Partners Corporation; and (jii) Pointwest Technologies Corporation, responded to the said
Invitation and attended the Pre-bid Conference on October 10, 2017;

: WHEREAS, durlng the submlssmn and opening of bids on October 24, 2017, three (3)
bidders, namely: (i)} the Joint Venture of ePLDT Inc. and Curo Teknika Inc.; (ii) Pointwest
Technologies Corporation; and (i) the Joint Venture of Comdlark Network & Technology
Corporation and Philcox (Phils.) Inc., submitted their bids;

_ WHER_EAS, after preliminary examination of the bids, the BAC, using non-discretionary
“pass/fail” criteria, determined the following:

1. The submissions of the Joint Venture of ePLDT Inc. and Curo Teknika Inc. and the
Joint Venture of Comclark Network & Technology Corporation and Philcox (Phils.)
Inc. as “passed” for complying with all the eligibility and technical requirements as
stated in the Bidding Documents; and

2. The submission of Pointwest Technologies Corporation as “failed” for passing an
incomplete or patently insufficient Statement of Single Largest Completed Contract,
as stated under Clause 24.2, Section II. Instructions to Bidders of the Bidding
Documents; and for its failure to attach a certification by the Insurance Commission
to its submitted surety bond, as required under Clause 12.1(b)(1.2)}, Section IIL
Instructions to Bidders of the Bidding Documents.

- WHEREAS, after evaluation of the financial proposals, the BAC declared the submission
of the Joint Venture of ePLDT Inc. and Curo Teknika Inc. as the Lowest Calculated Bid in the
amount of P15,253,494.51; i



WHEREAS, on October 27, 2017, the BAC received a Request for Reconsideration filed
by Pointwest Technologies Corporation, requesting for the reconsideration of the decision of the

BAC:

. WHEREAS, under Resolution No. 2017-50 dated November 2, 2017, the BAC resolved
to c!eny the Request for Reconsideration filed by Pointwest Technologies Corporation;

WHEREAS, after careful evaluation, validation and verification of the eligibility,
technical and financial proposals of the bid, the BAC found that the submission of the Joint
Venture of ePLDT Inc. and Curo Teknika Inc. passed all the criteria for post-qualification; thus,
it was declared as the Lowest Calculated and Responsive Bid in the amount of R15,253,494.51,

- NOW, THEREFORE, for and in consideration of the foregoing premises, the BAC
RESOLVED, as it herecby RESOLVED, to recommend to the Secretary of Budget and
Management that the contract for the Project, “"Helpdesk Management Service,” be awarded to
the Joint Venture of ePLDT Inc. and Curo Teknika Inc., in accordance with Republic Act No.
9184 and its 2016 Revised Implementing Rules and Requlations.

ADOPTED, this 2™ day of November 2017 at the Department of Budget and
Management, General Solano St., San Miguel, Manila.

-

EA CELENE M. MAGTALAS MERIK&IOANNA DELA PENA
End-User Representative B.U.D.G.E.T. Representative

a

not present not present

' .+ DOLORES E. GALURA JESUSA DIMPNA O. LEJOS
) Member

L} A
Vice Chairperson

. not present
CLARITO ALEJANDRO D. MAGSINO
Chairperson

[tf APPROVED
[ ] DISAPPROVED

Q€ C e
and Managament

. BENJAMIN E. DIOKNO Al
- _Secretary, DBM !

Date: e




REPUBLIC OF THE PHILIPPINES

DEPARTMENT OF BUDGET AND MANAGEMENT
GENERAL SOLANO ST., SAN MIGUEL, MANILA

NOTICE OF AWARD

Noifember 2, 2017

MS. NERISSA S. RAMOS
Group Chief Operating Officer
ePLDT, Inc.

5/F L.V. Locsin Building
Makati City, Metro Manila

Dear Ms. Ramos:

We are pleased to inform you that the contract for the Project, “Heipdesk Management
Service,” is hereby awarded to your company in the amount of P15,253,494.51.

' i
In ithis regard, you are hereby required to post a performance security in the amount and form
stated in Section 39 of the 2016 Revised Implementing Rules and Regulations of Republic Act
Nd. 9184 prior to the signing of the contract.

\z‘e:r_;_;r truly yours,
: C. c. Q-

BENJAMIN E. DIOKNO
Secretary




REPUBLIC OF THE PHILIPPINES

DEPARTMENT OF BUDGET AND MANAGEMENT
GENERAL SOLANO ST., SAN MIGUEL, MANILA

NOTICE OF AWARD

Noviember 2, 2017

MS| NERISSA S. RAMOS
Group Chief Operating Officer
ePLDT, Inc.

5/F L.V. Locsin Building
Makati City, Metro Manila

Dez;ar Ms. Ramos:

We are pleased to inform you that the contract for the Project, “Helpdesk Management
Senvice,” is hereby awarded to your company in the amount of P15,253,494.51.

! .
In this regard, you are hereby required to post a performance security in the amount and form

stated in Section 39 of the 2016 Revised Implementing Rules and Regulations of Republic Act
No| 9184 prior to the signing of the contract.

Ve;'y truly yours,
¢ <

BENJAMIN E. DIOKNO
Secretary




CONTRACT No. 2017-

HELPDESK MANAGEMENT SERVICE

This CONTRACT made and entered into by and between the following:

DEPARTMENT OF BUDGET AND MANAGEMENT, a government agency
created by virtue of the laws of the Republic of the Philippines, with principal
office address at General Solano St., San Miguel, Manila, represented herein
by its Secretary, BENJAMIN E. DIOKNO, hereinafter called the “DBM”;

-and -

THE JOINT VENTURE OF ePLDT INC., a corporation duly organized and
existing under the laws of the Republic of the Philippines, with office address
at 5/F L.V. Locsin Building, Makati City, Metro Manila, and CURO TEKNIKA
INC., a corporation duly organized and existing under the laws of the
Republic of the Philippines, with office address at 25" and 26™ Floor,
Cyberscape Alpha, Garnet and Sapphire Roads, Ortigas Center, Pasig City,
Metro Manila, represented by NERISSA S. RAMOS, hereinafter referred to
as the “SUPPLIER”;

WITNESSETH:

WHEREAS, the DBM conducted a public bidding for the Project, “Helpdesk
Management Service,” and the bid of the Supplier is in the amount of Fifteen Million Two
Hundred Fifty Three Thousand Four Hundred Ninety Four Pesos and 51/100

(P15,253,494.51), hereinafter called the “Contract Price”;

WHEREAS, the Notice of Award was issued to the Supplier last November 9, 2017,

and the Supplier posted its performance security on November 17, 2017;

NOW, THEREFORE, for and in consideration of the foregoing premises, the parties

hereby mutually stipulate and agree as follows:

1.

In this Contract, words and expressions shall have the same meanings as are
respectively assigned to them in the General and Special Conditions of Contract

referred to in Annex D and E, respectively.

The following documents shall form and be read and construed as part of this

Contract:

Annex A - Bid Form
B - Schedule of Requirements
C - Technical Specifications

D - General Conditions of Contract



E - Special Conditions of Contract
F - Notice of Award
G - Performance Security

3. In consideration of the payments to be made by the DBM to the Supplier, the
Supplier hereby covenants with the DBM to provide the Goods and Services and to
remedy defects therein in conformity with the provisions of the Contract.

4, The DBM hereby covenants to pay the Supplier, in consideration of the provision of
the Goods and Services and the remedying of defects therein, the Contract Price or
such other sum as may become payable under the provisions of the Contract at the
time and in the manner prescribed by the Contract.

IN WITNESS WHEREOF, the parties hereto have signed this Contract on this ___

day of , 2017 at General Solano St., San Miguel, Manila, Philippines.
DEPARTMENT OF BUDGET The JOINT VENTURE OF ePLDT INC.
AND MANAGEMENT and CURO TEKNIKA INC.
by: by:

( . Dapartment of Budget 1
and Management
1

BENJAMIN E. DIOKNO NERISSA S. RAMOS

|
1
|
i
]
1
|
|
1

Secretary Group Chief Operating Officer
0SEC-?018- UUU3 %LDTII?C r
=
SIGNED IN THE PRESENCE OF .
DREA CELENE M. MAGTALAS g G-

<

Director IV
Information and Communications Technology
Systems Service

Chist J'h"\.- )u HH ’P}

ARG WD LS R LR i

OM# ozleum 7:017,11 2323
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ACKNOWLEDGEMENT

REPUBLIC OF THE PHILIPPINES)
CITY of MAKATI) S.S.

BEFORE ME. a Notary Public for and in the City of MAKATI, Philippines on this 10th
day of January, 2018 personally appeared the following:

NAME: VALID ID VALID UNTIL

NERISSA S. RAMOS PASSPORT EB?046323 SEPT. 2, 2018

known to me to be the same person who executed the foregoing Coniract and who
acknowledged fo me that the same is her free and voluntary act and deed and of the
entity She represents.

This CONTRACT for the Helpdesk Management Service was signed by the parties, and their
material witnesses on each and every page thereof and sealed with my notarial seai.

WITNESS MY HAND AND SEAL this_10th day of January 2018.

Doc. No. _ MARIA YVET Bl CARINGAL-DE CASTRO
Page No. 75 Notary Putlic for the City of Makat
Book No ! Urtil December 31, 2018

- ) T Appointment No. M-60
Series of 2018 Roll of Attorneys No. 62192

R O.R. No. 5917869 - 04/09/1T Makali City
PIRO oIF MQO BLDG, LEGAZPI ST
LERAZE Vi, MAKATI GITY, MM




Bid Form
(Revised)

Date: October 24, 2017

Invitation to Bid No.: DBM-2017-18

To: DEPARTMENT OF BUDGET AND MANAGEMENT
DBM BLDG., [il, GENERAL SOLANO ST.,
SAN MIGUEL, MANILA

Gentlemen and/or Ladies:
Having examined the Bidding Documents including Bid Bulletin Numnbers 1 the receipt

of which is hereby duly acknowledged, we, the undersigned, offer to the DBM, our services
for the Project, “Helpdesk Management Service,” in conformity with the said Bidding

Documents for the sum of fFirmead mciiod Tud HouoRiz  FITY THREE details Js

shown below: TOWSArG  Four yniid NNETY pont o STJwo oy [ 1S, 283, 99%- ST
Particulars Total Cost (in Peses, inclusive of VAT)

Helpdesk Management Service P 15, 255, 494 1 57

We undertake, if our Bid is accepted, to deliver the goods in accordance with the
delivery schedule specified in the Schedule of Requirements.

If our Bid is accepted, we underiake to provide a performance security in the form,
amounts, and within the times specified in the Bidding Documents.

We agree to abide by this Bid for the Bid Validity Period specified in BDS provisicn
for ITB Clause 18.2 and it shall remain binding upon us and may be accepted at any {ime
before the expiration of that period.

Until a formal Coniract is prepared and executed, this Bid, together with your written
dcceptance thereof and your Notice of Award, shall be binding upon us.

We understand that you are not bound to accept the Lowest Calculated Bid or any Bid
you may receive.

We certify/confirm that we comply with the eligibility requirements as per ITB Clause
5 of the Bidding Documents.

We likewise certify/confirm that the undersigned, is granted full power and authority by
‘the ePLDT. Inc. Joint Venture with Curo Teknikg Inc. to participate, submit the bid, and to
sign and execute the emsuing contract on the latter’s behalf for Helpdesk Management
Service of the Department of Budget and Management,

16



We acknowledge-that failure 10 sign ¢ach and every page-of this Bid ‘Form; including =

the attached Schedule of Prices, shall be a ground for the rejection of our bid.

»

ncia A, S Senior Relationship Manager
[signature] [in the capacity of]

Dated this 24th day of Oct 2017.

Duly authorized to sign Bid for and on behalf of ePLDT INC. JOINT VENTURE WITH
CURO TEKNIKA INC.

17
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Section VI. Schedule of Réqéiireiﬁents

(Revised)
The delivery schedule expressed as months stipulates hereafler the date of dehvery to the
project site.
A. Team Compesition
' Description Quantity Belivery Schedule
One (1) Helpdesk Lead and Five (5) Helpdesk 6 Before the 2nd
Specialists month of operation
: upon receipt of the |~ conery
Notice to Proceed
B. Project Milestone
Project Description Delivery Schedule
Stage
1 Submission of the following documents: ‘Within 2 month
# Approved Inception Report: upon receipt of the
- Project Schedule Notice to Proceed.
- Support Structure
- Risk Management Plan
~ Conmnunications Plan = Compeet
- Transition Plan
- Helpdesk Monitoring System Process
- Custumer Survey Plan
~ 3LA ’
- 80P -
- Process Flow
2 Tustallafion of required Hardware, Network, PABX and | Within fhe 2™
| Helpdesk Management Tool month to the 3¢
month of operation | - comeuy
upon receipt of the
) Notice 1o Proceed.
3 Knowledge Base Creation and Team Acquisition ‘Within the 2™
- (8) Complete and updated Knowledge Base of DEM | ‘month to the 4™ T
. Applications and infrastructure monih of operation | . ponaasy
{(® DBM Acceptance on hired Helpdesk- Support | upon receipt of the
- 1 Pergonnel Netice 1o Proceed.
4 Helpdesk Support Operation ‘Within the 57 .
R R MouthlyR.cpons ’ month to the 16" '
| - Problem/Issue Logs and Resolutions month of operation
.- Incident Report ‘ upon the receipt of
"~ Customer Satisfaction Survey the Notice o~ - Comritf
- Call Accounting Proceed.
- ‘Service Delivery Performance : , '
- Knowledge Base Updates - q E@



5 Transition and Tumover Within the 16~
(¢)  Tumover of all reports and document month of operation
{d  Turnoves acceptance upon receipt of the | —comeLs
: Motice to Proceed. |

Note: Please refer to the attached Axmex A for the detailed Project Timeline and List of C)@
Deliverables

1 hereby certify to éompiy and w the above requirements. -
LT INC- was A- R} 24|m

Name of Company/Bidder Signature Over Printed Name of Representative Date
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Section VL Schedule of Requirements

The delivery schedule expressed as months stipulates hereafter the date of delivery to the

project site.
Description Quantity Delivery Schedule
One (1) Helpdesk Lead and Five (5) Helpdesk 6 Before the 2nd
Specialists month of operation
upon receipt of the
Notice to Proceed
Project Description Delivery Schedule
Milestone
1 Submission of the following documents: Within 4 month
- Inception Reports upon receipt of the
- Project Plan and Schedule Notice to Proceed.
- Project Schedule
- Approved SLA
- Risk Management Plan
- Helpdesk Monitoring System Process
- Riandard Operating Procedures (SOF)
- Communication Plan
2 Setup and Configuration of Hardware and Network | Within the 2™
Installation of Helpdesk Management Tool month 1o the 3
month of operation
upon receipt of the
Notice to Proceed.
3 Documentation of Process for the Knowledge Transfer | Within the 2™
Procedures month 1o the 4%
- Standards, Guidelines, Templates, Forms, Checklist month of operation
- Identification of Baselines and Current Issues upon receipt of the
- Infrastructure and User Mannals Naotice to Proceed.
- Knowledge Base Creation
4-15 Helpdesk Support Operation Within the 37
Conduct Regular Monthly Operation Review meonth to the 15
- Conduet Monthly Customer Satisfaction Survey month of operation
- Provide Service Delivery Performance Assessment | upon the receipt of
Report the Notice to
Proceed.

COMPLY

COMPLY

COMPLY

COMPLY

COMPLY



16 Tursover of all reports and decument Within the 16"
turnover acceptance month of operation
upon receipt of the
Notjce 10 Proceed.

Note: Please refer to the attached Amnex A for the detailed Project Timeline and List of
Deliverables .

1 hereby certify to comply and deliyer all the above requirements.

ePLDT, Inc. Lucia A. Sy 10/24/17

Name of Company/Bidder Stgnature Over Prioted Name of Represcntative Date

65 age

COMPLY



‘Section VII. Technical Specifications ~
' (Revised)

Bidders rhust state here either “Comply” or any equivalent term in the column “Bidder’s
Statement of Compliance” against each of the individual parameters of cach “Specificaion.”

The following vutlines the support services to be provided by the Bidder's
Service Provider for all DEM applications and infrastrociure. Statement of
: ’ ’ ' Compliance
1. Persommel Qualifications and Deployment Schedules
{see ottached Annex A item 1) Compt
II. Level 1 Support and Troubleshooting
{see attached Annex A itent 2) comeLy
JIL  Approved Inception Reports Py
{sze attached Annex A item 3) Com
IV. Knowledge Base Creation
(see attached Annex A item &) comrey
V. Environment Sefup . Com
(see attached Annex A item 5} g
VI. Cnstomer Suppoert Sysiem/Helpdesk Management Tool Compy
(see attached Annex A item 6)
VII. Reporting Channels - CoMAf
{see attached Annex A Hem 7) .
VIHI. Service Level Agreement : comre] '
(see attached Armnex A fem 3
X, Aﬁtnmated Atfendant System o]
(see atrachgd Annex A item 9)
X. Docamentation and Technology Transfer | R—
(see attached Annex A item 10) . #
1 hereby certify to comply with all the above Technical ‘Specifications. (% ‘
: efint k. - e R- ST - o} 24l @ _
* Name of Company/Bidder Signature over Printed Name of Date \r
: . _ . Representative ) - r:]% .
, A s




Annex A

TERMS OF REFERENCE
(Revised)

L PROJECT TITLE
Helpdesk Management Service

II. BACKGROUND

Over the years, the Department of Budget and Management (DBM) has developed and
implemented several mission-critical applications originally intended for in-house use of
DBM Central and Regional Offices as an antomation teol in the national budget preparation
and in managing the government’s personnel service iternization.

As noted, the success of e-commerce drove governments to realize that citizens, now able to
undertake transactions online, capable of using email as an important communications tool
that sped up and changed the way we communicated with each other. The evolution of the
worldwide web in the early 1990s created expectations that if businesses and the population
at large could engage in online commerce and share knowledge and information in ways
never before conceived, then it was incumbent on governments fo provide online services.
This phenomenon was a case of governments having to respond to a cultural change m the
way people dealt with each other and with groups in society on an international basis. The
high expectations of change resulted, by the mid-1990°s in rapid development of e-
government services.

In essence, becanse the public liked e-commerce when it worked propetly, they began to
want their governments to perform in the same way. In terms of services provided, e-
government and e-governance developed along the same trajectory as had e-commerce
previously. The internal operational aspects of e-commerce included rationalizing supply
chains and business rules. This aspect was referred to as “back office” requirecments m
government, and it focused around rationalized workflow and information sharing.

The Exponential Power of Technology has allowed many advances in the practice of

governance in recent years making no exception to DBM. The usage of DBM-developed
applications crossed the boundary thus allowing external stakeholders (NGAs, LGUs) to
collaborate and initiate participatory services. The paradigm shift in delivering citizen-
centric and e-governance services hence mow require cfficient and effective customer
assistance or helpdesk to provide frontline services relative to the application and network-
related systems and applications. Thereafter, as more applications and complex network
connectivity are developed and implemented consequently increasing user base, supporting
the systems has presented challenges that necessitated for a more responsive customer
assistance /help desk that is capable of providing application and infrastructure support for all
DBM offices, national government agencies, operating umits, and the general public when
necessary.

3
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an implementer of world-class budget and management systems that enhance transparency,
accountability and public participation in governance leads to a must necessity of having a
reliable, effective and efficient frontline services to assist stakeholders by providing a single

(or

multipie) point of contact for users to gain assistance in troubleshooting DBM-supported

computer applications and platforms, get answers to questions, solve known problems in a
timely and effective manner, and advise on the appropriate action.

II.

The following are the objectives of the Service Provider for the entire duration of project:

Iv.

PROJECT OBJECTIVES

1. To provide full application and infrastructure support to DBM central and regional
offices, national government agencies, and operating units in accordance with the
Service Level of Agreement (SLA);

2. To emsure a seamless processing of concerns and issues in coordination with the
reporting client and the current maintenance service provider;

3. To improve efficiency of issue resolution and monitoring;

4. To provide a customer support system that will serve as the central monitoring and
tracking tool throughout the request resolution cycle; and,

5. To reinforce business continuity despite issues and changes, both within and outside J

the normal course of operations;

SCOPE OF WORK

The following outlines the support services to be provided by the Service Provider for all
DBM applications and infrastructure.

1.

Level 1 Support and Troubleshooting -
The Service Provider shall maintain a Helpdesk Support team with a fixed number of ‘
resources in the DBM premises for the duration of the project. The Helpdesk Support
team shall serve as the first level of support capabie of taking initial inguiries through
walk-in, mobile/phone call and text message, e-mail, facsimile, an online tool, and the
revised Job Request Form (JRF) and exert all efforts to resolve all issues arising from the
items mentioned below, In the event that issues are encountered, the Service Provider
commits to the resolution of the issues in accordance with the SLA to be agreed upon
with DBM and the current application maintenance provider. The Service Provider may 8!
opt to use physical phones or softphones to render its services,

1.1 Application Support
The Service Provider shall provide full application support to all existing "

applications catering to DBM users and other agencies, as well as applications to
be implemented during the duration of the contract. This includes, but not limited
to, guiding the users through specific application functionalities, granting user
access, logging and resolving reported bugs or enhancements.

1.2 Infrastructure Support
The Service Provider shall provide remote support to the IT Infrastructure of DBM
catering to DBM head office and regional offices. This includes, but not litited to,

9 /8

‘The extent of e-governance that DBM extends now fo its.internal and external stakeholdersas: ... -+ oo

omf=f
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. .tronbleshooting - and managing - hardware, software. or..network: problems. . For.”|
hardware or network-related requests due to faully equipment/parts/components,
the Information and Communications Technology System Service (ICTSS) will
issue a report attached in the Requisition Issued Slip of the requesting bureau. It
will be subject to procurement and request shall remain open until the asset is
turned over to the concerned office.

~ Complf

2. Commmunications and Reporting
The Service Provider shall ensure seamless and effective communication among the units
conoamed w1th the helpdesk suppott. Well—documented reports shall be developed to

-y

compif

sﬁpport operatlons acuvmes such as Issues ;eported issue status and turnaround time;

ie safi i 1ts to keep the performance of Helpdesk
Support team in check. The documentatmns shall be compiled to serve as future

reference.

3. Knowledge Base
The Service Provider shall pammpate m Knowledge Transfer sessions to be conducted by

CompPly

i . . 'i:hls 18 to
support members have easy access to information
to effectively perform their duties. The Knowledge Base has to be constantly updated to 1

reflect changes in the applications, infrastructure, and operating procedures.

hardware such as persdﬁal computers (PC) servers, phones, and other computer
peripherals; and shall supply 1ts own network requ:rements such as cables hubs and an

ag.z.m | /F‘ Cg
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5 Customer Sunnort Svstem
The Service Provider shall utilize a customer suppoit system with the following features:

a. Ticket Management
b. Rules-based configuration for ticket routing and Service Level Agreement (SLA)
c. Automatzc email notification ot updates to be sent to the reporting client

6. Reporting Channels
The reporting clients shall be capable of transacting requests using the mode of accessible
communication channels through walk-ins, mobile/phone calls and fext messages;
electronic platforms such as working e-mail, facsimile, and an Online Customer Portal,
and the revised Job Request Form (JRF).

7. Service Level Agreement (SLA)

The Service Provider shall establish a Service Level Agreement (SLA) in coordination
and agreement with DBM and the current application maintenance provider. The SLA
will be strictly implemented to ensure that all issues are resolved in a timely manner
depending on the severity of the issue as prescribed in the SLA. Furthermore, this will
help minimize service outages and provide sustained levels of service to meet business
needs.

8. Automated Attendant System _
The Service Provider shall implemen i

o]

Automated Attendant shall serve as a d1g1ta1 receptloms conﬁgurable for mobile
and phone communication channels to greet and route reporting clients to the appropriate
Helpdesk Support Specialist. The Automated Attendant shell also have customizable
menus and responses that is avaulabl twenty-four (24) hours and calls unanswered shall
be. red1rected 1:0 vomemaﬂ Y

9. Documentation and Technology Transfer
The Service Provider shall employ comprehensive documentation of methodologies,

issues, solutions, best practices and other relevant information that could be useful for

11

1

Comres

Comfef

Comac]

A s




DBM and to ensure smooth. fransition should DBM. decide. io assume.the Helpdﬁsk- -

Support at the end of the project. At the end of the contract, th

Meonth
Project Stage
PM 1 Project
Plapning
PM 2 Environment
Setup
PM 3 Knowledge
Base Creation
and Talent
Acquisition
PM 4 Helpdesk
Support
Operation
Transifion and
Turnover
Project Stage Deliverabies Ouiputs
1 | Project Plaming Identify Plan of Action and | » Approved Inception Report:
Fvaluation (ITIL based) - Project Schedule
Define, Design, and Review - Process Flow
Support Workflow Structure and - Support Structure
Processes - Risk Management Plan
Define, Validate, and Document - Commmunications Plan
SLA - Transition Plan
Conduct Risk Assessment - Helpdesk Monitoring System
Form and Mobilize Suppost Process
Team - Customer Survey Plan
- Service Level Agreement
- Standard Operating
Procedures
2 | Bnvironment Setup Hardware installation such as |  Installed required Hardware,
personal computers, phones, and | Network, PABX, and Helpdesk
other computer peripherals Manapement tool
Network  installati
cables hubs a.nd

Lomrny

Comr]

Conect




s Deliverables e R R TR IR T Y _'Ol.ltpllts [REA I TH T IS PSS

Pl‘()ject Stage I o

DEM PABX systen o
e Helpdesk management tool 7
installation
Knowledge  Base |}
Creation and Talent
Acquisition id mirastrocire
; |# DBM Acceptance of  hired
Helpdesk Support personnel .
- Comryy/

s ules

e Documentation of Kn_;)wledge
Base of  applications and

T e e iyt

Helpdesk Support (e # Monthly Report

Operation communication channels -Problem/Issue  Logs  and
concerning  applications  and Resolutions
infrastructure ~Incident Report
-Customer Satisfaction Survey |_ comPLT
Result
-Call Accounting
- Service Delivery Performance
-Knowledge Base Updates
Transition and e Creation of Transition Plan and |® Turnover of all reports and
Tumover checklist for mrnover documentation ~ COMAY
e Reports assessment vs. SOP and | @ Tumover Acceptance

SLA

VL. SERVICE PROVIDER REQUIREMENTS

The Service Provider shall comply with the following requirements as part of their
commitment to deliver the services imperative for this project. E

1. Team Composition
The Helpdesk Support shall have a team with a minimum composition of one 1)
Helpdesk Lead and five (5) Helpdesk Specialists divided to perform their designated
duties: Three (3) Specialists for Application support and two (2) Specialists for — Comply
Infrastructure support. The lead and specialist qualifications shall be evaluated through
the resumes to be attached by the Service Provider to their bid documents. w\
N

S A




1.1

1.2

'Helpdesk Lead (1 Person)

General functions include managing and mentoring the helpdesk team to ensure
optimum performance, monitoring reported service requests to ensure that the
SLA and cscalation procedwres are followed, constantly communicate with
concerned parties such as DBM, ICTSS, Maintenance Service Provider, and the
reporting agencies; providing functional and technical assistance to the helpdesk
team when necessary, and conducting analysis and documenting common issues
to reduce turmaround time. The Helpdesk Lead shall also receive and resoive
issues, create and consolidate monthly reports, and contribute in other Helpdesk
Specialists activities.

Qualifications:

a, Omne (1) year of experience as a Helpdesk Senior Consultant or equivalent
work experience
b. Acquired foundation in Information Technology Infrastructure Library (ITIL)

or any related internationally recognized standard pertaining to helpdesk
management

c. Three (3) years of expericnce as a Helpdesk Consultant or equivalent work

experience

Excellent oral and written communication skills

Demonstrated leadership ability

Ability to maintain a high level of professionalism

Supervisory/Management experience

Well-rounded IT Helpdesk experience

Expenence in phone-based technical support

Proven ability to compiete projects and duties in a self-directed manner

Degree holder of BS in Information Technology, Computer Science or any

degree course with IT-related background and training

TR R Mo A

Work Schedule:

The Helpdesk Lead must be available on-site during the regular working hours at
DBM Office. The Helpdesk Lead shall employ weekday flexible time schedules
starting between 7:00 a.m.-10:00 a.m. until between 4:00 p.m.~7:00 p.m. and must

be On-Call 365x24x7 to ensure that the Helpdesk Lead is available to manage the - ComPef

b

Helpdesk Specialists in receiving requests during regular and extended working
hours. The Helpdesk Lead shall provide on-premise support eight (8) hours a day,
five (5) days a week with exception but not limited to holidays and suspensions.

Helpdesk Specialist (5 Persons)

General functions include receiving service requests from varions communication
channels (walk-in, mobile and phone, e-mail, online tool, and JRF) appropriately
directed to either of the needed support type; log requests or issues using a
customer support system tool then resolve the issue in accordance with the SLA.
The Specialists should be able to evaluate and recognize service requests for
escalation to the next level of support and escalate it in accordance with the

. A o
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-.~-escalation procedures.-The -Helpdesk. Specialists shall -also.document. application:
user and infrastructure manuals, workflows, and other relevant documentation to - C;)Ml”'-'1
be made available in the Knowledge Base.

" Qualifications:

One (1) year of experience in providing Helpdesk support

Working knowledge of Helpdesk software, and remote computer

Strong client-facing and communications skills

Advanced troubleshooting and multi-tasking skills

Customer service orientation

Degree holder of BS in Information Technology, Computer Science or any
degree course with IT-related background and training

ComPly

Mmoo o

Work Schedule:

The Helpdesk Specialists must be available on-site during the regular working

hours 2t DBM Office. The Helpdesk Specialists shall employ weekday shifiing

schedules starting at 7:00 a.m.- 4:00 p.m. and 10:00 a.m.—7:00 p.m. to ensure that

the Helpdesk Support is available to receive requests during regular and extended - Comyf
working hours. The Helpdesk Specialists must provide on-premise support eight

(8) hours a day, five (5) days a week and additional Saturday standby support

starting at 9:00 am.~ 6:00 pm. composed of one (1) Helpdesk Specialist per

support type (application and infrastructure), with exception but not limited to

holidays and suspensions.

On-Premise Support. The Service Provider shall be on-premise support intended for

urgent requests through walk-ins, complying with the submission of Job Request Form ~ comrPLy

(JRF) for resolution when necessary.

. Request for Leaves and Absences. The Service Provider shall approve request for leaves

of the assigned helpdesk resource/s. DBM requires that at least two (2) helpdesk _ ~ Comrey
resource’s shall be available on-premise for each support type at any given time to ensure
that resource absences will not affect the quality of support.

. Request for Replacement. For approved request for replacement of the assigned helpdesk

resource/s, the Service Provider shall provide a replacement with similar capacity within — ComPLY )
thirty (30) days upon written notification from DBM.

. Additional Munpower. The Service Provider shall deploy additional manpower for \?\

Helpdesk Support in accordance to the DBM terms of agreement amd policies if = Cowre) .

[CCessary. QF %f

. DBM IT-Related Concerns. The Helpdesk Support shall handle all concemns coursed

through the hotline provided that it is within the scope as discussed above. If concern is _ Comref
non-IT related, knowledge on the general DBM unit functions and directory shall be used
and the client shall be redirected to the appropriate unit.

- A




-.7.. Qther Duties and Responsibilities. The. Service Provider shall ensure all. defects:logged - . . ..

are closed at the end of the project; responsive in monitoring all defects identified during
the support period; and provide support and clarification to the application users with ~ ComA]
regard to application usage and transacting in the application.

8. Data Security. The Service Provider shall secure an encryption of the vital information of

all reporting clients in accordance to the Data Privacy Act. - Gom#A7
9. Other requirements not stipulated are to be considered during the project kickoff and to be
included in the Inception Report. - Comipty
VL. PROJECT DURATION
The Service Provider shall provide helpdesk suppdrt services for a period of sixteen (16)
mounths,
VIH. PAYMENT TERMS
Milestone Deliverables/Outputs Percentage .
PM 1 Completion and acceptance of outputs 5%
(Project Stage 1) covering month one (1).
PM2 Completion and acceptance of outputs 25%
(Project Stage 2) covering months two (2} to three (3).
M3 Completion and acceptance of cutputs 10% o
{Project Stage 3) covering month four (4). comt A
PM 4 Submission of the .monthly report 55%
(Project Stage 4 to 3) covering months five (5) to sixteen (16)
equally divided to twelve (12) months.
Submission and turnover of all reports 5%
and documentations covering month
sixteen (16) or at the end of coniract. ‘
TOTAL 100% g
IX. APPROVED BUDGET FOR THE CONTRACT
The approved budget for the contract is P16,000,000.00 inclusive of all applicable taxes. . Com Vg
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" Section VIL Technical Specifications

Bidders must state here either “Comply” or any eguivalent term in the column “Bidder’s
Statement of Compliance™ against each of the individual parameters of each “Specification.”

The following outlines the support services to be provided by the
Service Provider for all DBM applications and infrastructurc.

Bidder's
Statement of
Cempliance

1.

Knowledpe Transfer
The Service Provider shall participate in Knowledge Transfer sessions

1o be conducted by the DBM and the current application maintenance
provider with regard to the DBM applications and infrastructure. A
well-documented process flow using appropriate tools and technigues,
infrastracture and user manuals, and identification of baselines and
current issues are expected to be produced at the end of this activity.

Communication and Reporting
The Service Provider shall ensure seamless and effective

cosnmunication among the units concerned with the helpdesk support. A
Communications Plan shall be developed to facilitate effective and
efficient communication among the project stakeholders. The Service
Provider shall generate and submit monthly detailed reports to the DBM
showing reviews and statistics of, but not limited to, issues reported,
issue status and turnaround time to keep the performance of Helpdesk
Support team in check. This will also serve as future reference on how
{o further improve the Helpdesk Support.

Proper escalation of service requests is critical towards meeting the
objectives of this project. Service requests have fo be escalated
methodically to ensure that they are addressed in a timely manner and at
the proper level. The DBM has an existing Escalation Procedure
between the existing Helpdesk Support team and the maintenance
service provider, This may be changed as recommended by the Service
Provider. Escalation of problems should be done, consistent with the
agreed Escalation Procedures.

Reporting Channels

Requests shall be transacted in the mode of accessible communication
channels such as walk-in, mobile/phone call and text message,
electronic platforms via e-mail, facsimile, and an onlipe tool, and the
revised Job Request Form (JRF).

Service Level Agreement (SLAY

The Service Provider shall establish an SLA in coordination and
agreement with the DBM and the current application maintertance
provider. The SLA will be strictly implemented to ensure that all issues
are resolved in a timely manner depending on the severity of the issue as
prescribed in the SLA. Furthermore, this will help minimize service
outages and provide sustained levels of service to meet business needs,

COMPLY

COMPLY

COMPLY

COMPLY

COMPLY
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(3.

“Knowledge Base

The Service Provider shail establish a Knowledge Base which will serve
as central repository and reference on DBM applications, infrastructure
and operating procedures. The Knowledge Base shall be built up from
information gathered in the Knowledge Transfer and consotidation of
previous issues and resolutions. This is fo ensure that current and future
helpdesk support members have easy access to information in order for
them to effectively perform their duties. The Knowledpe Base bas to be
constantly updated to reflect changes in the applications and the
infrastructure.

Customer Support System
The Service Provider shall utilize a customer support system with the

folowing festures:
a. Ticket Management
b. Rules-based configuration for ticket routing and SLA
¢. Automatic email and/or text notification for ticket updates to be

sent fo the reporting client

d. Online Customer Portal which will aflow clients to submit
tickets online

e. Feedback mechanmism that will allow clients 10 rate ticket
resolution :

Automated Attendant System
The Service Provider shall implement a digitsl receptionist that is

configurable for mobile and phone communication channels to greet and
route reporting clients to the appropriate Helpdesk Support Specialist.
The Automated Attendant shall also have custornizable menus and
responses that are available twenty-four (24) hours, and calls
vnanswered may be redirected to voicemail if the Helpdesk Support is
unavailable due to special business announcements, holidays and
suspensions, and after business hours. '

Level 1 Support and Troubleshooting
The Service Provider shall maintain a Helpdesk Support team with a

fixed number of resources in the DBM premises for the duration of the
project. The Helpdesk Support team shall serve as the first level of
support capable of taking initial inquiries through walk-in, mobile/phone
call and text message, e-mail, facsimile, an online fool, and the revised
Job Request Form (JRF), and exert alf efforts to resolve all issues arising
from the items mentioned below. In the event that issues are
encountered, the Service Provider commiis to the resolution of the
jssues in accordance with the SLA to be agreed upon by the DBM and
the current application maintenance provider. The Service Provider may
opt to use physical phones or sofiphones to render its services.

8.1.  Application Suppoit
The Service Provider shall provide full application support to all
existing applications catering to DBM users and other agencics,
as well as applications to be implemented during the duration of

COMPLY

COMPLY

COMPLY

COMFLY

COMPLY
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10.

the"cont-ranc‘t-. This Snclﬁdés, but is not Lmited io, guiding the
users through specific application functionalities, granting user
access, logging and resolving reported bugs or enhancements.

2.2, Infrastructure Support .

The Service Provider shall provide remote support to the IT
Infrastructure of DBM catering to the DBM head office and
regional offices. This includes, but is not limited to,
troubleshooting and managing hardware, software or network
problems. For hardware or network-related requests due to fanlty
equipment/parts/components, the Information and
Commumications Technology Systems Service (ICTSS} will issue
a report attached in the Requisition Issued Slip of the requesting
bureau. It will be subject to procurement, and request shatl remain
open until the asset is turned over to the concerned office.

Incident Management

The Service Provider shall establish an Incident Management Process
aat adheres to incident management best practices ensuring minimal
impact to day-to-day business. It is the responsibility of the Helpdesk
Support team to log all reported comcerns in 2 ticketing system,
recognize and escalate more compiex problems to the next level of
support, and monitor the progress of the issues from opening io
resolution.

Documentation and Technology Transfer

The Service Provider shall employ comprehensive documentation of
methodologics, issues, solutions, best practices and other relevant
information that could be useful for the DBM, and to ensure smooth
transition should the DBM decide to assume the Helpdesk Support at the
end of the project. This also includes turnover of the Knowledge Base
contems to the DBM at the end of the project.

COMPLY

COMPLY

COMPLY

COMPLY

Note: With reference to the attached Annex A — Terms of Reference

¥ hereby certify to comply with all the above Technical Specifications.

ePLDT Inc. <1d A. Sy

10/24/17

Name of Company/Bidder

Signature over Prigted Name of
Representative
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Annex A

TERMS OF REFERENCE

L PROJECT TITLE

Helpdesk Management Service

I BACKGROUND

Over the vears, the Department of Budget and Management (DBM) has developed and
implemented several mission-critical applications originally intended for in-house use of
DBM Central and Regional Offices as an automation tool in the national budget preparation
and in managing the government’s personnel service itemization.

As noted, the success of e~commerce drove govermments to realize that citizens, now able to
undertake transactions online, capable of using email as an important communications tool
that sped up and changed the way we communicated with each other. The evolution of the
woridwide web in the early 1990s created expectations that if businesses and the population
at large could engage in online commerce and share knowledge and information in ways
never before conceived, then it was incumbent on governments to provide online services.
This phenomenon was a case of governments having to respond te a cuttural change in the
way people dealt with each other and with groups in society on an international basis. The
high expectations of change resulted, by the mid-1990s, in rapid development of e-
government services,

In essence, becanse the public liked ¢-commerce when it worked properly, they began to
want their governments to perform in the same way. In terms of services provided, e~
government and e-governance developed along the same trajectory as had e-commerce
previously. The internal operational aspects of e-commerce included rationalizing supply
chains and business rules. This aspect was referred to as “back office™ requirements in
government, and it focused around rationalized workflow and information sharing.

The Exponential Power of Technology bas allowed many advances in the practice of
governance in recent years making no exception to the DBM. The usage of DBM-developed
applications crossed the boundary thus allowing extemal stakeholders (NGAs, LGUs) to
coliaborate and initiate participatory services. The paradigm shift in delivering citizen-
ceptric and e-governance services, hence, now require efficient and effective customer
assistance or helpdesk to provide frontline services relative fo the application and network-
related systems and applications. Thereafter, as more applications and complex network
connectivity are developed and implemented consequently increasing user base, supporting
the systems has presented challenges thai necessitated for a more responsive customer
assistance /help desk that is capable of providing application and infrastructure support for all
DBM offices, national govemnment agencies, operating units, and the general public when
necessary.

The extent of e-governance that DBM extends now to its internal and extemnal stakeholders as
an implementer of world-class budget and management systerps that ephance fransparency,

&%
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" accountability and public participation in governance leads to a necessity of having 2 reliable,

effective and efficient frontline services to assist stakeholders by providing a single {or
multiple) point of contact for users to gain assistance in troubleshooting DBM-supported
computer applications and platforms, get answers to questions, solve known problems in a
timely and effective manner, and advise on the appropriate action.

II.

The following are the objectives of the Service Provider for the entire duration of project:
1.

Iv.

PROJIECT OBJECTIVES

-y

To provide full application and infrastructure support to DBM central and regional
offices, national government agencies, and operating umits in accordance with the
Service Level of Agreement (SLA);

To ensure 4 seamless processing of concerns and issues in coordination with the
reporting client and the cutrent maintenance service provider,

To improve efficiency of issue resolution and monitoring;

To provide a customer support system that will serve as the central monttoring and
tracking tool throughout the request resolution cycle; and
To reinforce business continuity despite issues and changes, both within and ountside

the normal course of operations. : N

SCOPE OF WORK

The following outlines the support services to be provided by the Service Provider for all
DBM applications and infrastructure.

1. Knowledge Transfer
The Service Provider shall participate in Knowledge Transfer sessions to be conducted by

the DBM and the current application maintenance provider with regard to the DBM
applications and infrastructure. A well-documented process flow using appropriate tools COMPLY
and techniques, infrastructure and user manwals, and identification of baselines and
current issues are expected to be produced at the end of this activity. '

2. Communication and Reporting
The Service Provider shall ensure seamless and effective communication amoeng the wmits

concerned with the hefpdesk support. A Communications Plap shall be developed to
facilitate effective and efficient communication smong the project siakeholders. The compry
Service Provider shall generate and submit monthly detailed reports to the DBM showing
reviews and statistics of, but not limited to, issues reported, issve status and turnaround
time 1o keep the performance of Helpdesk Support team in check. This wili also serve as
fotare referenice on how to further improve the Helpdesk Supportt.

Proper escalation of service requests is critical towards meeting the objectives ‘of this
project. Service requests have to be escalated methodically to ensure that they are

addressed in a fimely manner and at the proper level. The DBM has an existing coMpLY

Escalation Procedure between the existing Helpdesk Support team and the maintenance
service provider, This may be changed as recommended by the Service Provider.
Escalation of problems should be done, consistent with the agreed Escalation Procedures.

7
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. Reporting Channels

Requests shall be transacted in the mode of accessible communication channels such as
walk-in, mohile/phone call and text message, electronic platforms via e-mail, facsimile, COMPLY
and an online tool, and the revised Job Request Form (JRF).

. SLA

The Service Provider shall establish an SLA in coordination and agreement with the

DBM and the current application maintenance provider. The SLA will be strictly COMPLY
implemented to ensure that all wssues are resolved in e timely manner depending on the

severity of the issue as prescribed in the SLA. Furthermore, this will help minimize

service outages and provide sustained levels of service to meet business needs.

Knowledge Base
The Service Provider shall establish a Knowledge Base which will serve as ceptral

repository and reference on DBM applications, infrastructure and operating pracedures,
The Knowledge Base shall be built up from information gathered in the Knowledge
Transfer and consolidation of previous issues and resolutions. This is to ensurc that
current and future helpdesk support members have easy access to information in order for
them to effectively perform their duties. The Knowledge Base has to be constantly
updated to reflect changes in the applications and the infrastructure.

COMPLY

Customer Support System
The Service Provider shall utilize a customer sapport system with the following features:

f. Ticket Management

g. Rules-based configuration for ticket routing and SLA

h. Automatic email notification for ticket updates to be sent to the reporting client 100
i. Online Customer Portal which will allow clients to submit tickets online

j. Feedback mechanism that will allow clients to rate ticket resolution

. Antomated Attendant System

The Service Provider shall implement a digital receptionist that is configurable for mobiie

and phone communication channels to greet and route reporting clients to the appropriate
Helpdesk Support Specialist. The Antomated Attendant shall also have customizable coMpLy
menus and responses that are available twenty-four (24) howrs and calls unanswered may

be redirected to voicemail if the Helpdesk Support is unavailable due to special business
announcements, holidays and suspensions, and after business hours.

. Level 1 Support and Troubleshooting

The Service Provider shall maintain a Helpdesk Support team with a fixed number of

resources in the DBM premises for the duration of the project. The Helpdesk Support

teamn shall serve as the first level of support capable of taking initial inquiries through

walk-in, mobile/phone call and text message, ¢-mail, facsimile, an online tool, and the compLY
revised Job Request Form (JRF) and exert all efforts to resolve all issues arising from the

items mentioned below. In the event that issues are cncountered, the Service Provider

commits to the resolution of the issues in accordance with the SLA to be agreed upon .
with DBM and the current application maintenance provider. The Service Provider may

opt to use phrysical phones or softphones to render its services.

" ‘75’{{@(6
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10.

V.

8.1, Application Support
The Service Provider shall provide full application support to all existing
applications catering to DBM users and other agencies, as well as applications to be
implemented during the duration of the confract. This includes, but is not limited to,
guiding the users through specific application functionalities, granting user access,
logging and resolving reported bugs or enhancements.

8.2, Infrastructure Support

The Service Provider shall provide remote support to the IT Infrastructure of DBM
catering to the DBM head office and regional offices. This includes, but is not
limited to, troubleshooting and managing hardware, software or network problems.
For hardware or  network-related  requests due to  faulty
equipment/partsfcomponents, the Information and Communications Technology
Systems Service (ICTSS) will issue a report attached in the Requisition Issued Siip
of the requesting bureau. It will be subject to procurement, and request shall remain
open wntil the asset is turned over to the concerned office.

Incident Management ‘
The Service Provider shall establish an lacident Management Process that adheres io

incident management best practices ensuring minimal impact to day-to-day business. It is
the responsibility of the Helpdesk Support team to log all reported concems in a ticketing
system, recognize and escalate more complex problems to the next level of support, and
monitor the progress of the issues from opening to resolution.

Docnmentation and Technelogy Transfer

The Service Provider shall employ comprehensive documentation of methodologies,
issues, solutions, best practices and other relevant information that could be useful for the
DBM, and to ensure smooth transition should the DBM decide to assume the Helpdesk
Support at the end of the project. This also includes turnover of the Knowledge Base
contents to the DBM at the end of the project. .

TEAM COMPOSITION

The Helpdesk Support shall have a team with a minimum composition of one (1) Helpdesk
Lead and five (5) Helpdesk Specialists divided to perform their designated duties: Three (3)
Specialists for Application Support and two (2) Specialists for Infrastructure Support. The
lead and specialist qualifications shall be evaluated through the resumes 1o be attached by the
Service Providers to their bid documents.

1. Helpdesk Lead (1 Person)

General functions include managing and mentoring the helpdesk team fo ensure
optimum performance; monitoring reported service requests to ensure that the SLA
and escalation procedures are followed; constant communication with concerned
parties such as DBM, ICTSS, Maintenance Service Provider, and the reporting
agencies; providing functional and technical assistance to the helpdesk team when
necessary, and conducting analysis and documenting common issues to reduce
turnaround time. The Helpdesk Lead shall also receive and resolve issues, create and
consolidate monthly reports, and contribute in other Helpdesk Specialists activities.

e
72 | /d

COMPLY
COMPLY

COMPLY

COMFLY

COMPLY

-
\

&



Qualifications:

a. One (1) year of experience as a Helpdesk Senior Consultant or equivalent work™]

experience _

b. Acquired foundation in Information Technology Infrastructure Library (ITIL) or
any related intemationally recognized standard pertaining to helpdesk
management
Three (3) years of experience as a Helpdesk Consultant or equivalent work
experience
Excellent oral and written communication skills COMPLY
Demonsirated leadership ability
Ability to maintain 2 high level of professionalism
Supervisory/Management experience
Well-rounded IT Helpdesk experience
Experience in phone-based technical support _

Proven ability to complete projects and duties in a self-directed manner
Degree holder of BS in Information Technology, Computer Science or any degreej
" course with IT-related background and training

L

FTMER MY R

. Helpdesk Specialist {S Persons

General functions include receiving service requests fiom various communication

channels (walk-in, mobile and phone, e-mail, online tool, and JRF) appropriately

directed to either of the needed support type; logging of requests or issues using a

customer support system tool; and resalving the issue in accordance with the SLA. COMPLY
The Specialists should be able to evaluate and recognize service requests for

escalation to the next level of support and escalate them in accordance with the

escalation procedures. The Helpdesk Specialists shell also document application user

and infrastructure manuals, workflows, and other relevant documentation to be made

available in the Knowledge Base.

Qualifications:

One (1) year of experience in providing Helpdesk support

Working knowledge of Helpdesk software and remote computer

Strong client-facing and communications skills

Advanced troubleshooting and multi-tasking skills

Customer service orientation COMPLY
Degree holder of BS in Information Technology, Computer Science or any degree

course with IT-related background and traiming

e e TR
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V1.  PROJECT TIMELINE COMPLY
Month
Task Name 112 |3(4 |56 (17:819 |1 )11} 1]1(1]1
0[1!213i4([5]|6
Project Planning
Identify Support
E Structure, SLA,| _
% | and Project Risks | °
Define  Support
Worlkflow
Processes .
Envirenment e
3| Setu
= | e
R
Knowledge .
Transfer ‘
en | Knowledge Base
= | Creation
A Support  Team
Acquisition
Helpdesk ) &
Support Preper gl
= | Review
< i
E Assessment ys *
Recommendations - '
< Transition "
= [ Planning and
. | Turnover
W
Project Stage Deliverables Output/s
1 | Project Planning * FProject Award s Inception Report E

s Confract Signing

* Project Kick-Off

= Approved Project Plan

» Approved Project Schedule

e Work Breakdown Structure

COMPLY
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" Deliverables

Project Stage Output’s
Identify  Support Design and Review Support » Approved SLA
Structure,  SLA, Structure
and Praject Risks « Risk Management Plan
Define and Validate SLA
» Helpdesk Monitoring System COMPLY
Document SLA Process
Risk Assessment
Define  Support Design Support Workflow o Standard Operating Procedures
Wotkflow Process {(ITIL based) (SOP)
Processes
Document Processes * Communication Plan COMPEY
Formn and Mobilize Support
Team
Environment Hardware installation such as | » Installed required hardware,
Setup personal computers, phones, network and helpdesk
and other computer peripherals | management tool
Network installation such as
cables, ubs, VolIP service
provider COMPLY
Toll-free PABX system
installation and integration as
an option
Helpdesk management ool
instaliation
Knowledge Identify Knowledge Holders « Process flow using appropriate
Transfer within the arganization sools and fechnigues such as
standards, guidelines, templates,
Design 2 sharing mechanism to | forms, checklists, etc.
facilitate the Transfer
» ]dentification of Baselines and
COMELY

Create a Transfer Plan for
execution, monitoring, and
evaluation

Documeniation and fransfer of
knowledge of applications and
infrastracture

Current Issues

« Infrasiructure and User Manuals

735



6 |{Knowledge Base|s Build up Knowledge Base s Complete and usable Knowledge
Creation from information gathered in Base of DBM applications and
the Knowledge Transfer infrastructure
Consolidation of previous
issues and resolution
7 | Helpdesk Support Provide Helpdesk Support staff | ¢« DBM Acceptance
Acquisition
Orient and Train Support Team | e Transition Plan
in the Processes and the
Service Desk platform
Execute Transition Plan
8 | Helpdesk Support On-premise support through » Ofher documents
Operation communication channels
concerning applications and o Performance Report
infrastructure
o Problem Loga/Issue Logs
Fmplement and operate an ITIL . )
based IT Service Management o Customer Satisfaction Survey
sotution o Incident Statistics
= Monthly Issne and Resotution
+ Monitoring Report
o Call Statistics
9 j Review Conduct of regular monthly « Metrics and Reporting
operations review .
o Customer Satisfaction
Report performance and Survey with new support
matrices structure
10 | Assessment Reports assessment vs, SOP » Service Delivery Performance
Recommendations and SLA Assessment
11 | Transition Creation of Transition Plan and | Tumover of ali reports and
Planning and checklist for turnover documentation
Turnover

Reports assessment vs. SOP
and SLA

* Turnover Acceplance

COMPLY

COMPLY

COMPLY

COMPLY
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VI

SERVICE PROVIDER REQUIREMENTS

The Service Provider shall comply with the following requirements as part of its commitment
1o deliver the services imperative for this project.

g

8.

Available on-site during the regular working hours at DBM Office, The Service
Provider shall employ weekday shifting schedules starting at 7.00AM - 4:00PM and
10:00AM - 7:00PM to ensure that the Helpdesk Support is available to receive
requests during regular and extended working hours.

The Service Provider shall provide on-premise support eight (8) hours a day, five {5)
days a week and additional Saturday standby support starting at 9:00am — 6:00pm
composed of one (3} Helpdesk BSpecialist per support type (application and
infrastructure), with exception but not limited to holidays and sagpensions.

The Service Provider shall approve requests for leave of the assigned helpdesk
resourcefs. The DBM requires that at least two (2) helpdesk resources shall be
available on-premise for each support type at any given time to ensure that resource
absences witl not affect the quality of support.

For approved request for replacement of the assigned helpdesk resource/s, the Service
Provider shall provide a replacement with similar capacity within 30 days upon
written notification from the DBM.

The Bervice Provider shall be on-premise support intended for wrgent requests
through walk-ins, complying with the submission of Job Request Form (JRF} for
resofution when necessary.

The Service Provider shall deploy additional manpower for Helpdesk Support in
accordance to the DBM terms of agreement and policies if necessary.

The Service Provider shall utilize its own hardware such as personal computers (PC),
servers, phones, and other computer peripherals.

The Service Provider shall supply its own network requirements, such as cables, hubs
and a VoIP service provider if necessary.

“The Service Provider shall provide its own toll-free PABX system with an option for
integration in the existing PABX system of the DBM if necessary.

10, Handle all concerns coursed through the hotline, provided that they are within the

scope as discussed above. If the concern is non-1T related, knowledge on the general
DBM unit functions and directory shall be used and the client shall be redirected to
the appropriate unit.

11. Ensure issues arc addressed in accordance with the SOP and the SLA.
12. Ensure all defects logged are closed at the end of the project. The Service Provider

shall be responsible in monitoring all defects identified during the suppert period.

13. Provide support and clarification to the application users with regard to application

usage and fransacting in the application. :

14. Sysiers monitoring, remote troubleshooting, and addressing the functionality,

availability and performance issues.

15. The helpdesk support tool shall include incident and change management, request

fulfillment, problem management, and SLA.

16. The Service Provider shall provide a tool that is accessible for the next level of

support for tracking approval and documentation of all incident and change reports.

-
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17. The Service Provider shall report to the DBM project head, and submit monthly
progress and/or issues monitoring reports.
- 18. The Service Provider shall secure an encryption of the vital information of all
reporting clients in accordance with the Data Privacy Act. COMPLY
19. At the end of the contract, the Service Provider shall tum over the knowledge base
data including its component software and licenses at no cost to the DBM.
20. Other requirements not stipulated are to be considered during the project kickofT and
{o be included in the Inception Report.

VII. PROJECT DURATION

The Service Provider shall provide helpdesk support services for a period of sixteen (16) comrLy
months.

IX. PAYMENT TERMS

Milestone Deliverables/Oufputs Percentage

PM ] Completion and acceptance of outputs 5%
covering month one (1).

(Project Stages 1 10 3)

PM2 Completion and acceptance of outputs 25%
covering months two (2) to three (3).

{Project Stage 4)

PM3 . Completion and acceptance of outputs 10% COMPLY
covering month four {4).

{Project Stages 5t 7)

PM4to 15 Submission of the monthly report 55%

covering months five (5) to fifteen (15)
(Project Stages 8 to 10) equatly divided to eleven (11) months.

PM 16 Submission and tomover of all reporis 5%
and documentations covering month
(Project Stage 11} sixteen {16) or at the end of contract.
TOTAL 100%
X APPROVED BUDGET FOR THE CONTRACT ;

The approved budget for the contract is P16,000,000.00 inclusive of all applicable taxes.  comrLy

<
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ANNEX

Figure 1. Escalation Procedure

Helpdesk Support Escalation Process
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Section 1V, General Conditions of Contract
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1.

Definitions

1.1.

In this Contract, the following terms shall be interpreted as indicated:

(2)

()

()

G

(e)

6]
(2

()

®

03

k)

0
(m)

“The Contract” means the agreement entered into between the
Procuring Entity and the Supplier, as recorded in the Contract Form
signed by the parties, including all attachments and appendices thereto
and all documents incorporated by reference therein.

“The Contract Price” means the price payabte to the Supplier under the
Contract for the full and proper performance of its contractual
obligations.

“The Goods™ means all of the supplies, equipment, machinery, spare
parts, other materials and/or general support services which the
Supplier is required to provide to the Procuring Entity under the
Contract.

“The Services” means thosc services ancillary to the supply of the
Goods, such as transportation and insurance, and any other incidental
services, such as installation, commissioning, provision of technical
assistance, training, and other such obligations of the Supplier covered
under the Contract.

“GOC™ means the General Conditions of Contract confained in this
Section.

*“SCC” means the Special Conditions of Contract.

“The Procuring Entity” means the organization purchasing the Goods,
as named in the SCC,

“The Procuring Entity’s country™ is the Philippines.

“The Supplier” means the individual contractor, manufacturer
distributor, or firm supplying/manufacturing the Goods and Services
under this Contract and named in the SCC.

The “Funding Source” means the organization named in the SCC.

“The Project Site,” where applicable, means the place or places named
in the SCC.

*Day™ means calendar day.

The “Effective Date” of the contract will be the date of signing the
contract, however the Supplier shall commence performance of its
obligations only upon receipt of the Notice to Proceed and copy of the
approved contract.
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(n)  “Verified Repori” refers 1o the report submitted by the Implementing
Unit to the HoPE setting forth its findings as to the existénce of
grounds or causes for termination and explicitly stating its
recommendation for the issuance of a Notice to Terminate.

2. Corrupt, Fraudulent, Collusive, and Coercive Practices

2.1.

Unless otherwise provided in the SCC, the Procuring Entity as well as the
bidders, contractors, or suppliers shall observe the highest standard of ethics
during the procurement and execution of this Contract. In pursuance of this
policy, the Procuring Entity:

{(a) defines, for the purposes of this provision, the terms set forth below as
follows:

(1) "sorrupt practice” means behavior on the part of officials in the
public or private sectors by which they improperly and
unlawfully enrich themselves, others, or induce others to do so,
by misusing the position in which they are placed, and it
includes the offering, giving, receiving, or soliciting of
anything of value to influence the action of any such official in
the procurement process or in contract execution; entering, on
behalf of the Government, into any contract or transaction
manifestly and grossly disadvantageous to the same, whether or
not the public officer profited or will profit thereby, and similar
acts as provided in Republic Act 3019.

(i)  "fraudulent practice” means a misrepresentation of facts in
order to influence a procurement process or the execntion of 2
contract to the detriment of the Procuring Entity, and includes
collusive practices among Bidders (prior to or after bid
submission) designed to establish bid prices at artificial, non-
competitive levels and to deprive the Procuring Entity of the
benefits of free and open competition.

(iii}  “collusive practices” means a scheme or arrangement between
two or more Bidders, with or without the knowledge of the
Procuring Entity, designed to establish bid prices at artificial,
non-competitive levels.

(iv)  “coercive practices” means harming or threatening to harm,
directly or indirectly, persons, or their property to influence
their participation in a procurement process, Of affect the
execution of a contract;

v) “obstructive practice” 1s
(aa) deliberately destoying, falsifying, altering or
concealing of evidence materjal to an administrative

proceedings or investigation or making false statements
1o investigators in order to materially impede an
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administrative proceedings or investigation of the
Procuring Entity or any foreigh govermment/foreign or -
international financing institution into allegations of a
commupt, fraudulent, coercive or collusive practice;
and/or threatening, harassing or intimidating any party
to prevent it from disclosing its knowledge of matters
relevant to the administrative proceedings or
investigation or from pursuing such procecdings or
investigation; or

(bb) acts intended to materially impede the exercise of the
inspection and audit rights of the Procuring Entity or
any foreign government/foreign or international
financing institution herein.

(b}  will reject a proposal for award if it determines that the Bidder
recommended for award has engaged in any of the practices mentioned
in this Clause for purposes of competing for the contract.

Further the Funding Source, Borrower or Procuring Entity, as appropriate, will
seek to impose the maximum civil, administrative and/or criminal “penalties
available under the applicable Jaw on individuals and organizations deemed to
be involved with any of the practices mentioned in GCC Clause 2.1{a).

Inspection and Audit by the Funding Seurce

The Supplier shall permit the Funding Source to inspect the Supplier’s accounts and
records relating to the performance of the Supplier and to have them audited by
auditors appointed by the Funding Source, if so required by the Funding Source.

Governing Law and Langnage

4.1.

412,

This Contract shall be interpreted in accordance with the laws of the Republic
of the Philippines.

This Contract has been executed in the English Janguage, which shall be the
binding and controlling language for all matters relating to the meaning or
interpretation of this Contract. All comrespondence and other documents
pertaining to this Contract exchanged by the parties shall be written in
English. '

Notices

5.1.

Any notice, request, or consent required or permitted to be given or made
pursuant to this Contract shall be n writing. Any such notice, request, or
consent shall be deemed to have been given or made when received by the
concerned party, either in person or through an authorized representative of
the Party to whom the communication is addressed, or when sent by registered
mail, telex, telegram, or facsimile to such Party at the address specified in the
SCC, which shall be effective when delivered and duly received or on the
notice’s effective date, whichever is later.

ge




5.2,

A Party may change its address for notice herevnder by giving the other Party

* notice of such change pursuant to the provisions listed in ‘the SCC for GCC -

Clause 5.1.

Scope of Contract

6.1.

62.

The Goods and Related Services fo be provided shall be as specified in
Section V1. Schedule of Requirements.

This Contract shall include all such items, although not specificaily
mentioned, that can be reasonably inferred as being required for its completion
as if such items were expressly mentioned herein.  Any additional
requirements for the completion of this Contract shall be provided in the SCC.

Subcontracting

7.1.

7.2.

Subcontracting of any portion of the Goods, if allowed in the BDS, does not
relieve the Supplier of any liability or obligation under this Coniract. The
Supplier will be responsible for the acts, defaults, and negligence of any
subcontractor, its agents, servants or workmen as fully as if these were the
Supplier’s own acts, defauits, or negligence, or those of its agents, servants or
workmen.

If subcontracting is allowed, the Supplier may identify its subcontractor during
contract implementation. Subcontractors disclosed and identified during the
bidding may be changed during the implementation of this Contract. In either
case, subcontractors must submit the documentary requirements under ITB
Clause 12 and comply with the eligibility criteria specified in the BDS. In the
event that any subcontractor is found by the Procuring Entity to be ineligible,
the subcontracting of such portion of the Goods shall be disallowed.

Procuring Entity’s Responsibilities

Whenever the performance of the obligations in this Contract requires that the

8.1,
Supplier obtain permits, approvals, import, and other licenses from local
public authorities, the Procuring Entity shall, if so needed by the Supplier,
make its best effort to assist the Supplier in complying with such requirements
in a timely and expeditious manner. :

8.2. The Procuring Entity shall pay all costs involved in the performance of its
responsibilities in accordance with GCC Clause 6. -

Prices

9.1. For the given scope of work in this Contract as awarded, all bid prices are

considered fixed prices, and therefore pot subject to price escalation during
contract implementation, except under extraordinary circumstances and upon
prior approval of the GPPB in accordance with Section 61 of R.A. 9184 and
its JRR or excepi as provided in this Clause.
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10.

11.

9.2.

Prices charged by the Supplier for Goods delivered and/or services performed

“under this Contract shall not vary from the prices quoted by the Supplier-in its -

bid, with the exception of any change in price resniting from a Change Order
issued in accordance with GCC Clause 29, :

Payment

10.1.

10.2.

10.3.

10.4.

10.5.

Payments shall be made only upon a certification by the HoPE te the effect
that the Goods have been rendered or delivered in accordance with the terms
of this Contract and have been duly inspected and accepted. Except with the
prior approval of the President no payment shall be made for services not yet
rendered or for supplies and materials not yet delivered under this Contract.
Ten percent (10%) of the amount of cach payment shall be retained by the
Procuring Entity to cover the Supplier’s warranty obligations under this
Contract as described in GCC Clause 17. '

The Supplier’s request(s) for payment shall be made to the Procuring Entity in
writing, accompanied by an invoice describing, as appropriate, the Goods
delivered and/or Services performed, and by documents submitted pursuant to
the SCC provision for GCC Clause 6.2, and upon fulfillment of other
obligations stipulated in this Contract.

Pursuant to GCC Clause 10.2, payments shall be made promptly by the
Procuring Entity, but in no case later than sixty (60) days after submission of
an invoice or claim by the Supplier. Payments shall be in accordance with the
schedule stated in the SCC.

Uniess otherwise provided in the SCC, the curmrency in which payment is
made to the Supplier under this Contract shall be in Philippine Pesos.

Unless otherwise provided in the SCC, payments using Letter of Credit (LC),
in accordance with the Guidelines issued by the GPPB, is allowed. For this
purpose, the amount of provisional sum is indicated in the SCC. All charges
for the opening of the LC and/or incidental expenses thereto shall be for the
accouni of the Supplier.

Advance Payment and Terms of Payment

111

11.2,

Advance payment shall be made only after prior approval of the President, and
shall not exceed fifiteen percent (15%) of the Contract amount, unless
otherwise dirccted by the President or in cases allowed under Annex “D” of
RA 9184,

All progress payments shall first be charged against the advance payment until
the latter has been fully exhausted.

For Goods supplied from abroad, unless otherwise indicated in the SCC, the
terms of payment shall be as follows: :

(a) On Contract Signature: Fifteen Percent (15%) of the Contract Price
shall be paid within sixty (60) days from signing of the Contract and
upon submission of a claim and a bank guarantee for the equivalent

51 7&




12.

13.

amount valid until the Goods are dehvered and in Lhe foml prowded in
"« Section V111 Bidding Forms." : -

(b)  On Delivery; Sixty-five percent {65%) of the Contract Price shall be
paid to the Supplier within sixty (60) days afler the date of receipt of
the Goods and upon submission of the documents (i) through (vi)
specified in the SCC provision on Delivery and Documents,

{c) On Acceptance: The remaining twenty percent {20%) of the Contract
Price shall be paid to the Supplier within sixty (60) days after the date
of submission of the acceptance and inspection certificate for the
respective delivery issued by the Procuring Entity’s authorized
representative. [n the event that no inspection or acceptance certificate
is issued by the Procuring Entity’s authorized representative within
forty five {45) days of the date shown on the delivery receipt, the
Supplier shall have the right to claim payment of the remaining twenty
percent (20%) subject to the Procuring Entity’s own verification of the
reason(s) for the failure to issue documents (vii) and (viii) as described
in the SCC provision en Delivery and Documents.

Taxes and Duties

The Supplier, whether local or foreign, shall be entirely responsible for ail the
necessary taxes, stamp duties, license fees, and other such levies imposed for the
completion of this Contract.

Performance Security

13.1. Within ten (10} calendar days from receipt of the Notice of Award from the
Procuring Entity but in no case later than the signing of the contract by both
parties, the successful Bidder shall furnish the performance security in any the
forms prescribed in the ITB Clavse 33.2.

13.2. The performance security posted in favor of the Procuring Entity shall be
forfeited in the event it is established that the winning bidder is in default in
any of its obligations under the contract.

13.3. The performance security shall remain valid until issuance by the Procuring
Entity of the Certificate of Final Acceptance.

13.4. The performance security may be released by the Procuring Entity and
returned to the Supplier after the issuance of the Certificate of Final
Acceptance subject to the following conditions:

(a) There are no pending claims against the Supplier or the surety
company filed by the Procuring Entity;

(b) The Supplier has no pending claims for labor and materials filed
against it; and

{©) Other terms specified in the SCC.
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14.

15.

ie6.

13.5.

In case of a reduction of the contract value, the Procuring Entity shail allow a

proportional reduction in the original performance security, provided that any- - - -~

such reduction is more than ten percent (10%) and that the aggrepate of such
reductions is not more than fifty percent (50%) of the original performance
security.

Use of Contract Documents and Information

14.1.

14.2.

The Supplier shall not, except for purposes of performing the obligations in
this Contract, without the Procuring Entity’s prior writien consent, disclose
this Contract, or any provision thereof, or any specification, plan, drawing,
pattern, sample, or information furnished by or on behalf of the Procuring
Entity. Any such disclosure shall be made in confidence and shall extend only
as far as may be necessary for purposes of such performance.

Any document, other than this Contract itself, enumerated in GCC Clause
14.1 shalt remain the property of the Procuring Entity and shall be returned
(all copies) to the Procuring Eotily on completion of the Supplier’s
performance under this Contract if so required by the Procuring Entity.

Standards

The Goods provided under this Contract shall conform to the standards mentioned in
the Section VIL Technical Specifications; and, when no applicable standard is
mentioned, to the authoritative standards appropriate to the Goods’ country of origin.
Such standards shalf be the latest issued by the institution concerned.

Inspection and Tests

16.1.

16.2.

16.3.

The Procuring Entity or its representative shall have the right to inspect and/or
to test the Goods to confirm their conformity to the Contract specifications at
N0 extra cost to the Procuring Entity. The 8CC and Section VIIL Technical
Specifications shall specify what inspections and/or tests the Procuring Entity
requires and where they are to be conducted. The Procuring Entity shatl notify
the Supplier in writing, in 2 timely manner, of the identity of any
represemtatives retained for these purposes.

If applicable, the inspections and tests may be conducted on the premises of
the Supplier or its subcontractor(s), at point of delivery, and/or at the goods’
final destination. If conducted on the premises of the Supplier or its
subcontractor(s), all reasonable facilities and assistance, including access to
drawings and production data, shall be furnished to the inspectors at no charge
to the Procuring Entity. The Supplier shall provide the Procuring Entity with
results of such inspections and tests.

The Procuring Entily or its designated representative shall be entitled to atiend
the tests andfor inspections referred to in this Clause provided that the
Procuring Entity shall bear all of its own costs and expenses incurred in
connection with such attendance including, but not limited to, all traveling and
board and lodging expenses.
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17.

164,

16.3.

The Procuring Entity may reject any Goods or any part thereof that fail to pass

‘ariy ‘test “and/or inspection or do not conformi to the specifications. The -

Supplier shall either rectify or replace such rejected Goods or parts thereof or
make alterations necessary to meet the specifications at no cost to the
Procuring Entity, and shall repeat the test and/or inspection, at no cost to the
Procuring Entity, upon giving a notice pursuant to GCC Clause 5.

The Supplier agrees that neither the execution of a test and/or inspection of the
Goods or any part thereof, nor the attendance by the Procuring Entity or its
representative, shall release the Supplier from any warranties or other
obligations under this Contract.

Warranty

17.1.

17.2.

17.3.

17.4.

17.5.

The Supplier warrants that the Goods supplied under the Contract are new,
unused, of the most recent or cumrent models, and that they incorporate all
recent improvements in design and materials, except when the technical
specifications required by the Procuring Entity provides otherwise.

The Supplier further watrants that all Goods supplied under this Contract shall
have no defect, arising from design, matenials, or workmanship or from any
act or omission of the Supplier that may develop under nomal use of the
supplied Goods in the conditions prevailing in the country of final destination.

In order to assure that mamufacturing defects shall be corrected by the
Supplier, 2 warranty shall be required from the Supplier for 2 minimum period
specified in the SCC. The obligation for the warranty shall be covered by, at
the Supplier’s option, either retention money in an amount equivalent to at
Jeast one percent (1%) of every progress payment, or a special bank guarantee
equivalent to at least one percent (1%) of the total Contract Price or other such
amount if so specified in the SCEC. The said amounts shall only be released
after the lapse of the warranty period specified in the SCC; provided,
however, that the Supplies delivered are free from patent and latent defects
and ail the conditions imposed under this Contract have been fully met.

The Procuring Entity shall promptly notify the Supplier in writing of any
claims arising under this warranty. Upon receipt of such notice, the Supplier
shall, within the period specified in the SCC and with all reasonable speed,
repair or replace the defective Goods or parts thercof, without cost to the
Procuring Entity.

If the Supplier, having been notified, fails to remedy the defect(s) within the
period specified in GCC Clause 17.4, the Procuring Entity may proceed to
take such remedial action as may be necessary, at the Supplier’s risk and
expense and without prejudice to any other rights which the Procuring Entity
may have against the Supplier under the Contract and under the applicable
law.



_ 18.  Delays in the Supplier’s Performance

19,

20.

18.1. Delivery of the Goods and/or performance of Services shall be made by the
Supplier in accordance with the time schedule prescribed by the Procuring
Entity in Section V1. Schedule of Requirements. ‘

18.2. If at any time during the performance of this Contract, the Supplier or its
Subcontractor(s) should encouvnter conditions impeding timely delivery of the
Goods and/or performance of Services, the Supplier shall promptly notify the
Procuring Entity in writing of the fact of the delay, its likely duration and its
cause{s). As soon as practicable after receipt of the Supplier’s notice, and
upon canses provided for under GCC Clause 22, the Procuring Entity shall
evaluate the situation and may extend the Supplier’s time for performance, in
which case the extension shall be ratified by the parties by amendment of
Contract.

18.3. Except as provided under GCC Clause 22, a delay by the Sepplier in the
performance of its obligations shall render the Supplier liable to the imposition
of hiquidated damages pursuant to GCC Clause 19, unless an extension of
time is agreed upon pursuant to GCC Clause 29 without the application of
liquidated damages.

Liguidated Damages

Subject to GCC Clauses 18 and 22, if the Supplier fails to satisfactorily deliver any or
all of the Goods and/or to perform the Services within the period(s) specified in this
Contract inclusive of duly granted time extensions if any, the Procuring Entity shall,
without prejudice to its other remedies under this Contract and under the applicable
law, deduct from the Contract Price, as liquidated damages, the applicable rate of one
tenth (1/10) of one (1) percent of the cost of the unperformed portion for ¢very day of
delay unti] actual delivery or performance. The maximum deduction shall be ten
percent (10%) of the amount of contract. Once the maximum is reached, the
Procuring Entity may rescind or terminate the Contract pursuant to GCC Clause 23,
without prejudice to other courses of action and remedics open to it.

Settlement of Disputes

20.1. If any dispute or difference of any kind whatsoever shall arise between the

Procuring Entity and the Supplier in connection with or arising out of this
Contract, the parties shall make every effort to resalve amicably such dispute
or difference by mutual consultation.

20.2. If after thirty ¢30) days, the parties have failed to resolve their dispute or
' difference by such mutual consultation, then cither the Procuring Entity or the
Supplier may give notice to the other party of its intention to commence
arbitration, as hereinafier provided, as to the matter in dispute, and no
arbitration in respect of this matter may be commenced unless such notice is

given.

20.3. Any dispute or difference in respect of which a notice of intention to
commence arbitration has been given in accordance with this Clause shall be
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21.

22,

settled by arbitration. Arbitration may be commenced prior to or after
delivery of the Goods under this Coritract. - : ' - S .

20.4. In the case of a dispute between the Procuring Entity and the Supplier, the
dispute shall be resolved in accordance with Republic Act 9285 (“R.A.
0285™), otherwise known as the “Altemative Dispute Resolution Act of 2004.7

20.5. Notwithstanding any reference to arbitration herein, the parties shall continue
to perform their respective obligations under the Contract unless they
otherwise agree; and the Procuring Entity shall pay the Supplier any monies
due the Supplier.

Liability of the Supplier

21.1. The Supplier’s liability nnder this Contract shall be as provided by the laws of
the Republic of the Philippines, subject to additional provisions, if any, set
forth in the SCC.

21.2. Except in cases of criminal negligence or wiltful misconduct, and in the case
of infringement of patent rights, if applicable, the aggrepate liability of the
Supplier to the Procuring Entity shail not exceed the total Contract Price,
provided that this limitation shall not apply to the cost of repairing or
replacing defective equipment.

Force Majeure

22.1. The Supplier shall not be liable for forfeiture of its performance security,
liquidated damages, or termination for default if and to the extent that the
Supplier’s delay in performance or other failure to perform its obligations
under the Contract is the result of a force majeure.

22.2. For purposes of this Contract the terms “force majeure” and “fortuitous event”
may be used interchangeably. In this regard, a fortuitous event or jorce
majeure shall be interpreted to mean an event which the Supplier could not
have foreseen, or which though foreseen, was inevitable. 1t shall not include
ordinary unfavorable weather conditions; and any other cause the effects of
which could have been avoided with the exercise of reasonable diligence by
the Supplier. Such events may include, but not limited to, acts of the
Procuring Entity in its sovereign capacity, wars or revolutions, fires, floods,
epidemics, quarantine restrictions, and freight embargoes.

223. If a force majeure situation arises, the Supplier shall promptly notify the
Procuring Entity in writing of such condition and the cause thereof. Unless
otherwise directed by the Procuring Entity in writing, the Supplier shall
continue to perform its obligations under the Contract as far as is reasonably
practical, and shall seek all reasonable altemative means for performance not
prevented by the force majeure.
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23.

24.

25.

Termination for _Defalult

23.1. The Procuring Entity shall terminate this Contract for default when any of the
following conditions attends its implementation: '

(a) Outside of foree majeure, the Supplier fails to deliver or perform any
or all of the Goods within the period(s) specified in the contract, or
within any extension thereof granted by the Procuring Entity pursuant
to a request made by the Supplier prior to the delay, and such failure
amounts to at least ten percent (10%) of the contact price;

(b) As a result of force majeure, the Supplier is unable to deliver or
perform any or all of the Goods, amounting to at least ten percent
(10%) of the contract price, for a period of not less than sixty (60}
calendar days after receipt of the notice from the Procuring Entity
stating that the circumstance of force majeure is deemed to have
ceased; or

(c) The Supplier fails to perform any other obligation under the Contract.

23.2. 1n the event the Procuring Entity terminates this Contract in whole or in part,
for any of the reasons provided under GCC Clauses 23 to 26, the Procuring
Entity may procure, upon such terms and in such mammer as it deems
appropriate, Goods or Services similar to those undelivered, and the Supplier
shall be liable to the Procuring Entity for any excess costs for such similar
Goods or Services. However, the Supplier shall continue performance of this
Contract to the extent not terminated.

233. In case the delay in the delivery of the Goods and/or performance of the
Services exceeds a time duration equivalent to ien percent (10%) of the
specified contract tme plus any time extension duly granted to the Supplier,
the Procuring Entity may terminate this Contract, forfeit the Supplier's
performance security and award the same to a qualified Suppher.

Termination for Insolvency

The Procuring Entity shall terminate this Contract if the Supplier is declared bankrupt
or insolvent as determined with finality by a court of competent jurisdiction. In this
event, termination will be without compensation to the Supplier, provided that such
termination witl not prejudice or affect any right of action or remedy which has
accraed or will acerue thereafier to the Procuring Entity and/or the Supplier.

Termination for Convenience

25.1. The Procuring Entity may terminate this Contract, in whole or in part, at any
time for its convenience. The HoPE may terminate a contract for the
convenience of the Government if he has deiermined the existence of
conditions that make Project Implementation economically, financially or
technically impractical andfor unnecessary, such as, but not limited to,
fortuitous event(s) or changes in law and national government policies.
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25.2. The Goods that have been delivered and/or performed or are ready for delivery
or performance within thirty {30) calendar days after the Supplier’s receipt of
Notice to Termimate shal) be accepted by the Procunng Entity at the contract
terms and prices. For Goods not yet performed and/or ready for delivery, the
Procuring Entity may elect:

{2) to have any portion delivered and/or performed and paid at the contract
terms and prices; andfor

{b) to cancel the remainder and pay to the Supplier an agreed amount for
partially completed and/or perforined goods and for materials and parts
previously procured by the Supplier.

25.3. If the Supplier suffers loss in its initial performance of the terminated contract,
such as purchase of raw materials for poods specially manufactured for the
Procuring Entity which cannot be sold in open market, it shall be allowed to
recover partially from this Contract, on a guanfum meruif basis. Before
recovery may be made, the fact of loss must be established under oath by the
Supplier to the satisfaction of the Procuring Entity before recovery may be
made.

26. Termination for Unlawful Acts

26.1. The Procuring Entity may terminate this Contract in case it is determined
prima facie that the Supplier has engaged, before or during the implementation
of this Contract, in unlawful deeds and behaviors relative to contract
acquisition and implementation. Unlawful acts include, but are not limited to,
the following:

(a) Corrupt, frandulent, and coercive practices as defined in ITB Clause
3.1(a);

(b)  Drawing up or using forged documents;

{c} Using adulterated materials, means or methods, or engaging in
production contrary to rules of science or the trade; and

(d)  Any other act analogous to the foregoing.

27. Procedures for Termination of Contracts

27.1. The following provisions shall govern the procedures for termination of this
Contract:

{a) Upori receipt of a written report of acts or causes which may constituie
ground(s) for termination as aforementioned, or upon its own initiative,
the Implementing Unit shall, within a period of seven (7} calendar
days, verify the existence of such ground(s) and cause the execution of
a Verified Report, with all relevant evidence aitached;

58 ' GZP



(b)
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(=)

(h)

Upon recommendation by the Implementing Unit, the HoPE shall

terminate this Contract only by a written notice to the Supplier =

conveying the termination of this Contract. The notice shall state:

(i) that this Contract is being terminated for any of the ground(s)
afore-mentioned, and a statement of the acts that constitute the
ground(s) constituting the same;

(ii)  the extent of termination, whether in whole or in part;

(iif)  an instruction to the Supplier to show cause as to why this
Contract shouid not be terminated; and

(iv)  special instructions of the Procuring Entity, if any.

The Notice to Terminate shall be accompanied by a copy of the
Verified Report;

Within a period of seven (7) calendar days from receipt of the Notice
of Termination, the Supplier shall submit to the HoPE a verified
position paper stating why this Contract should not be terminated. 1f
the Supplier fails to show cause after the lapse of the seven (7) day
period, either by inaction or by default, the HoPE shall issue an order
terminating this Contract;

The Procuring Entity may, at any time before receipt of the Supplier’s
verified position paper described in item (d) above withdraw the
Notice to Terminate if it is determined that certein items or works
subject of the notice had been completed, delivered, or performed
before the Supplier’s receipt of the notice;

Within a non-extendible period of ten (10) calendar days from receipt
of the verified position paper, the HoPE shall decide whether or not to
terminate this Contract. It shall serve a writien notice to the Supplier
of its decision and, unless otherwise provided, this Contract is deemed
terminated from receipt of the Supplier of the notice of decision. The
termination shall only be based on the ground(s) stated in the Notice to
Terminate;

The HoPE may create a Contract Termination Review Commiltee
(CTRC) to assist him in the discharge of this function. All decisions
recommended by the CTRC shall be subject to the approval of the
HoPE; and

The Supplier must serve a written notice to the Procuring Entity of its
intention o terminate the contract at least thirty (30) calendar days
before its intended termination, The Contract is deemed terminated if it
is not resumed in thirty {30} calendar days after the receipt of such
notice by the Procuring Entity.
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28,

29.

30.

Assignment of Rights

The Supplier shall not assign his rights or obligations under this Contract, in whole or
in part, except with the Procuring Entity’s prior written consent.

Contract Amendment

Subject to applicable laws, no variation in or modification of the ferms of this
Coniract shall be made except by written amendment signed by the parties.

Application

These General Conditions shall apply to the extent that they are not superseded by
provisions of other parts of this Contract.




Section V. Special Conditions of Contract
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Special Conditions of Contract . ..... ... .

GCC Clause
1.1{g) The Procuring Emtity is the Department of Budget and
Management (DBM).
1.1{i) The Supplier is
1.1 The Funding Source is:

The Government of the Philippines (GOP) through the authorized
appropriations under the FY 2017 General Appropriations Act and
Multi-year Obligational Authority No. MY OA-BMB-C-17-0000022
in the amount of Sixteen Million Pesos (P16,000,000.00).

1.1(k) The Project Site is:

Department of Budget and Management
DBM Building 11, General Solano St.
San Miguel, Manila.

2.1 No further instrzctions.

5.1 The Procuring Entity’s address for Notices is:

Department of Budget and Management

Information and Communications Technology
Sysiems Service (ICTSS)

3™ Floor, DBM Building I1

General Solano St., San Miguel, Manila

Tel No. (02)657-3300 loc. 2358

Céntact Person: Director Andrea Celene M. Magtalas
ICTSS

The Supplier’s address for Notices is:

6.2 The delivery schedule as indicated in Section VI. Schedule of
Requirements may be modified at the option of the Procuriag Entity,
with prior due notice, written or verbal, to the Suppiier.

10.4 Not applicable.

13.4{(c) No further instructions.

16.1 Not applicable.

17.3 Not applicable.

174 Not applicable.

19 Subject to GCC Clauses 18 and 22, if the Supplier fails to

satisfactorily deliver any or all of the Goods and/or to perform the
Services within the period(s) specified in this Contract inclusive of
duly granted time extensions if any, the Procuring Entity shall,
without prejudice to its other remedies under this Contract and under
the applicable law, deduct from the Contract Price, as liquidated
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damages, the applicable rate of one tenth (1/10) of one (1) percent of
the cost of the unpérformed portion for every day of delay until actual
delivery or performance. The maximum deduction shall be ten
percent (102} of the amount of contract. Once the maximmum is
reached, the Procuring Entity may rescind or terminate the Contract
pursuant to GCC Clause 23, without prejudice to other courses of
action and remedies open to it.

21.1

If applicable, all partners to the joint venture shall be ;omtly -and
severally liable fo the DBM.
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' REPUBLIC OF THE PHILIPPINES
DEPARTMENT OF BUDGET AND MANAGEMENT
GENERAL SOLANO ST., SAN MIGUEL, MANILA

NOTICE OF AWARD

November 2, 2017

MS| NERISSA S. RAMOS
Group Chief Operating Officer
ePLDT, Inc,

5/FIL.V. Locsin Building
Makati Clty, Metro Manila

' Dear Ms. Ramos:

We are pleased to inform you that the contract for the Project “"Helpdesk Management
Senvice,” is hereby awarded 1o your company in the amount of P15,253,494.51.

a | -
In this regard, you are hereby required to post a performance security in the amount and form
stated In Settion 39 of the 2016 Revised Implementing Rules and Regulations of Republic Act

Noj 5184 prior to the signing of the contract.
Ve;‘y truly yours,
¢ e .

BENJAMIN E. DIOKNO
Segrelary




ASIA INSURANCE (PHILIPPINES) CORPORATION
{Formerly Asia ﬁadem:’ Inssmance Corporation)

s o T B B S S 1 o o
- ! Tl Fro, (623 347 EIL: Foe e RRE) AT ORST - Lo, (64 220 P o, IS RO 220
" AIPC BOND NO. G{13)-11308/NSMKT2 Rate : 0/550000 %
; S Prem. 35,168.27 *

PERFORMANCEBOND %, 1%

e e+ e

~o0 NF/OTHERS  800.00
_, L6T . 50.34
KNOW ALL MEN BY THESEPRESENTS: . TOTAL . 3221531

: That we|, ePLDT INC. of 5th Floar, LY. Locsin Bldg,, Makati Avenue, Makatl City as Principal, and the .
ASIA MURANC!! {PHILS.) CORPORATION, duly organized and existing under and by virtue of the faws of the !
Philippines with; firincipal office at Plazs Lorenzo Ruiz, Binonu Manila, Philippines, as Surety, are held and
firmly biound unj DEPARTMENT OF BUDGET AND MANAGEMENT in the amount PESOS: FOUR NHLUON FIVE - :
HUNDRED SEVENTY SIX THOUSAND FORTY EIGHT & 35/180 ONLY (P4,576,048.35}, Philippine Currency for
the payment of which, well and truly 10 be made, we bind curselves, our heirs, executors, administrators,
successors and dssigns, jointly and severally, firmiy by these presents.
The Con‘gﬂltlons of this Obligation are as follows:

WHEREAS, the ahove-baunden Principal has entered Into an agreement with the above Obliges 0,
undertake the "HELPDESK MANAGEMENT SERVICE”, as per Notice of Award dated Novermber 2, 2017, a copy
. of which is heretp atiached for reference; o

Pruvidec!, however, that the liability of the Surety Company under this bond shall be proportionately
decreased by thé percentage of completion of the work and materials used Tn this project;

WHEREXS, this bond is conditioned to guarantee the faithful performance of the Principalto complete
the above-mentioned project. Provided, however, that the liability of the Surety under this bond shall in no
case EXCEED thel amount of PESOS: FOUR AMILLION FIVE HUNDRED SEVENTY SIX THOUSAND FORTY EIGHT &
35/100 ONLY {P4,576,048.33), Philippine Currency;

This Bond is “CALLABLE ON DEMAND” . : - :

; =00 [ NOTHING FOLLOWS | Qps- 1

LY

WHEREAS, as 2 condition to the said award requires the above-named Principal tu file a Performance

Rand in the ambutt of PESDS: FOUR MILLION FIVE HUNDRED SEVENTY SIX THOUSAND FORTY EIGHT & ¥
35/100 ONLY {P4,576,048.35), Philippine Currency.

' NOW, THEREFORE, the conditions jof this obligation I5 such that if the above-bounden Prinicipal shali
fruly and well commply with alt the terms and conditions regulating the cald Award, then this bond shall e nuli
and void; otherwise, it shall remain in full force and effect. - )
LIABILITY of the Surety n this bond wilt éxpire on NOVEMBER 2, 2018 is notified In writing of any existing
obligation thereynder, or otherwise exténded by the Surety in writing. It is hereby further agreed and
understood that :no action, at law or equity shall be brought against the Surety under this Bond uniess the
same is brought, to competent Court within one year from the date sajd written notice of any existing
obllgaticns is recéivad by the Surely, as herein stipulated. .

WITNESSIOUR HANDS AND SEALS this 5th day of November 2017, in the City of Manila, Philippines.

ePL})T INC. ASIA INSURANCE (PHI

NERISSA'S. RAMIOS
Group Chief Operating Officer Unde

SIGNED IN THE PRESENCE OF:

i DIANA L. €O c/o AIPC

Witneks to Principal Witness to Surety




ASIA INSURANCE (PHILIPPINES) CORPORATION
(Formerly Asia Troders Insurance Corporation}
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AIPC BOND NO;. G{13)-11308/NSMKT2 C e

 AckNOWLEDGEM ERiimEES:

R AT

|
REPUBLIC OF THE PHILIPPINES ) ' b

CITY OF MANILA )5S
{
!

in the 'Céty of Manila, Phifippines, this 9th day of Navember 2017, personally appeared before

me: ‘
;

i - _
NERISSA S. RAIQIOS with Tax Identification Mo. 102-091-931 in her capadity as Group Chief Operating
Officer of ePLDT, INC. with Tax Identification No. 207-762-846-00000;

LEONIDES S. DE LEON with Social Security System No. 33-1310799-8, in his capacity as Un:iemriting
Manager - Surety & Motor of ASIA INSURANCE (PFHILIPPINES) CORPORATION with Tax ldentification |
No. 000—740—925; . . ’

who axecuted tﬁae foregoing document,:which they confirmed and ratified, declaring the same fo be
their free and voluntary act and deed land as well 2s the free and voluntary act and deed of the
corpotations rep;rmented herein.

i
¢

i

Bac. No. t1 79 )

Page No. : 1 16 .

Book No. :: Xl i
Series of : | 207

Uintht Decernber 31, 2017
PTR No. 5613220, January 5, 2017, Makail Clty
"126 Amorsalo S, Legaspl Village, Makati Gity

_ Roll No. 27932 o
IEP No. 1062454, January 06, 2017, Pasig City

I IINSNNN———————————




ASIA INSURANCE (PHILIPPINES) CORPORATION

(Formerly Asia Traders Insurance Corporation
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* AIPC BOND NO| G(13}-11308/NSMKT2 e

AFFIDAVIT OF JUSTIF

REPUBLIC OF THE PHILIPPINES )
CITY OF MANHA }5.5.

i
h

_LEONIDES 5. Dﬁ LEON of the ASIA INSURANCE [PHILIPPINES) CORPORATION, having been duly sworn,
states and dept.!xses that the said ASIA INSURANCE {PHILIPPINES} CORPORATION, is a corporation duly
organived and existing under and by virtue of the laws of the Philippines and duly authorized to
execute and fusinish surety bonds for allpurposes within said country and that it is aciually worth the
amount specified in the foregoing undertaking, to wit: PESOS : FOUR MRLION FIVE HUNDRED
SEVENTY 51X THOUSAND FORTY EIGHT & 35/108 ONLY {P4,576,048.35}, PHILIPPINE CURRENCY over
and above all j'Fst debts and obligations and property exempt from execution, and that it has no
pending obligat’;ion demandable and outstanding in any amount to the Government or any of iis
agencies as of the last day of the month Jproceeding the date the bond ks issued or posted.

i

. : Asia Insurance (Philippines) Corporation
! TiN - DO740-925

SUBSCRIBED Aﬁb SWORN to before me this Sth day of November 2017, at Manila, Philippines, affiant
exhibiting to me his Security System Ne. 33-1310739-8;

Doc. No. 1 80
Page No. = 16
Book No. i X
Series of t i 2017

nitit Decamber 31, 2017 L
PTR No. 5913220, January 5, 2017, Makafi City
126 Amorsolo St., Legespi Village, Makati City
: ' Roll No. 27932 ]
1BP No. 1062454, January 08, 2017, Pasig City-




Bly. 2016/7T7T-R
(Mo} 2016/ 77-R

% -~
Republiks ng Filipinas
Republic of the Philippines
wegan ng Pananalapl
Department of Finance
KOMISYOH NG FEGURQ
INSURANCE COMMISSION .

KATIBAYAN NG PAGKAMAYEAPANGYARTHAN
CERTIFICATE OF AUTHORITY

" FTO AY PATURAY naang ASIA INSURANCE (PHILIPPINTS) CORPORATION
(Fhis js to certify that
NG LUNGSOD NG MAYNILA, FITIPINAS
na isang pang DEBUHAY
. ¥l NON-LIFF;
: {FIRE, MARINE, CASUALTY & SURETY")

ne kompsnys ng seguro sy nekatugon sa labat ng mga kailangang itinakda ng batas

insuranee company, has complied with all requirements of law

ng Filipinas kaugney sa g;yong mga kompanya ng septiro, kung kaya pnagkakaloobas
of the Phitippines relative to such insurance companiss, and i Is hereby granted

nitong KATIBAYAN NG PAGEAMAVEAPANGYARIHAN upang makipagneposyo ng
this CERTIFTCATE OF AUTHORITY io transact

fard fig segure na itinaida sa itass hanggaog ikalabingdalawa ng hatingeahi, ng fkatarinmpu'’t isang
the class of insurance business above set forth untll twelve o’clock midnight, on the thirty-first

araw ng Disyembre, ieong dalawang libo't labing-wale
day of December 2018 '

maliban kung apad ne bawiin o pigilin ng may makatuwirang dahilan.
unless sooner revoked or suspended for caise.)

Bilang KATUNAYAN NITO, inilagda ko sng aking pangalan
(. WITNESS WHEREQF, I have hereunto subscribed my name

at ildnintal ang Oplsyal n.s:TatakngakingTanggapan.
and coused my Official Seal te be offixed,

. sa Lumgsod ﬁg Mayniia, Pilipinas. o ay may bisa
at the City of Manile, Philippines, This bacomes

> simila #ca-ise ng Enero 2016.
:  gffective on 1 January 2(21_6..)

i
?AOND, 34 esed on
April Z, 1946

i)ue Tamed:




REPUBLIC OF THE PHILIPPINES

! DEPARTMENT OF BUDGET AND MANAGEMENT
GENERALS ST., SAN MIGUEL, MANILA

BIDS Al‘{lD AWARDS COMMITTEE

NOTICE TO PROCEED

MS. NERISSA S. RAMOS

Group Chief Operating Officer
ePLDT, Inc.

5/F L.V. Locsin Building |
Makati|City, Metro Manila

Dear Ms. Ramos:

This is; to inform your company that performance of the obligations specified in the attached
Contrag:t for the Project, “Helpdesk Management Service,” shall commence upon receipt of this
Notice to Proceed.

Vety tr;uly yours,

N L K:
BENJAK/IIN E. DIOKNO

Secretary

I acknnwledge receipt and acceptance df this Notice on: JM'/ Z/ Mé

Name of Consultant and/or Represen

tat\\L/
Authorized Signature: { Wi Q/W

i

|




