	#
	Question
	Answer

	1
	Please advise if 100% offshore dedicated delivery model is acceptable for 24*7 operational support model?
	The hosting of the tool must be within the borders of South Africa as per the Key Requirements specified.
  
For CMP tool(s) application support this can be considered.

For professional services the resources must be able to occasionally visit to Eskom sites in Gauteng.

Therefore, a 100% offshore model will not align with Eskom’s preferences.

	2
	What is the Ramp up plan for the cloud migration which is align to manged service scope and what would be the end date for the migration?


	The cloud management tool must be implemented within 12–18 months from the contract start date. 

Migration support is provided on an as-needed basis, and costing is based on resource expertise. 

Please clarify what is meant with “Ramp-up Plan”

	3
	Please provide us the total number of subscriptions to be monitored in Azure?
	Eskom has 1 Azure Tenant and 24 subscriptions.  It should be noted that the number of subscriptions is growing based on the business initiatives.  

Further details may be provided during implementation.

	4
	Please provide the details of operating systems and types of databases included in the cloud managed services scope.
	Specifics will be clarified during implementation.

	Environment
	Volumes
	OS Types
	Compute Architecture

	Number of Virtual Machines
 
	5 500
	Windows, SLES, Redhat, Oracle Linux, AIX
	X86, IBM Power

	Number of Databases
 
	839
	Ms SQL, Oracle, Open source (MySQL, PostgreSQL, PosGIS, MariaDB, Cassandra)
	 

	Storage capacity, across all environments.
 
	9000 Tb
	IBM, HP, Huawei
	 




	5
	List of OS Breakdown with VM count used for managed services? 


	The Database estimated split:
Oracle: 46.71%
MS SQL:39%
Open Source (FOSS):5.41%
SAP HANA:8.49%
IBM DB2:0.39%
The OS Split:
The current estimated percentage allocation:
Windows: 65%
SLES: 20%
RedHat: 1%
Oracle Linux: 5%
Unix/AIX: 9%

This information may be provided during the discovery or assessment phase of the managed services.

	6
	Please advise if the vendor has to perform infrastructure audit/assessment before starting the Managed Services for current Azure cloud environment?
	Not required for Azure.



	7
	What is the current disaster recovery solution implemented for cloud and datacentre services?
	No current DR for Cloud.  For Datacentre services, Eskom has a dedicated DR Site.  

	8
	Can we assume that existing and future Azure subscriptions and licenses will be owned by Eskom?
	Yes

	9
	Could you please share information about Eskom cloud regions, including the total count and geographic locations?
	Eskom follows the current Azure Cloud regions within South Africa.  

Eskom currently operates an Azure Cloud environment and several on-premise IaaS environments across two central and seven regional data centers. 

We are currently in the process to procure additional Hyperscalers.  

	10
	Is there a ITSM toll being used to manage, co-ordinate and resolve user requests? If yes then please provide it's details.
	Currently Helix is used. The service provider is expected to integrate with existing ITSM tools and practices. 

	11
	Which are the languages supported by the Helpdesk team?
	English

	12

	Is the Service desk centralized? Are there any on-location service desks?
	Yes, the service desk is centralized.
No on-location service desks.


	13
	What are the Disaster recovery/backup & recovery/retention policies  in place?
	Yes, Eskom has DR/backup policies in place. It differs per system, based on the criticality of the application.

The requirement entails daily encrypted backups stored offsite, real-time data replication to a DR site, annual DR testing, and submission of test results to Eskom’s Cyber Security team. Backup restore plans must also be defined and tested annually.

	14
	What tools and services are currently in-place to provide authentication, security, monitoring, backup, ITSM practices, patching other supporting services to applications and its infrastructure resources in Cloud environment? 
	The tender outlines integration with Microsoft Active Directory, MS Entra ID, MFA, and SIEM tools like Splunk and Sentinel. It also requires encryption (AES-256, TLS 1.2+), RBAC, audit logs, masking of PII, patch management, and various integration platforms.

	15
	Kindly reconfirm the scope - Helpdesk /L1/ L2 /L3 support. . 
	Helpdesk is not in scope; however, the service provider will be required to integrate with the service desk to fulfil services that are required.

	16
	Please confirm which all enviornment, Production, Development, Testing has to be on High Availability and which all environment should be considered for cloud management operations?
	Production must be on high availability.  During testing the Pre-Production environment must be on high availability.



	17
	Could you provide us Ticket dump for last 1 year (Or whatever is available)?
	Tenderer needs to clarify exactly what is required.

	18
	Is Eskom using any Cost Management or FinOps Tools (Third Party or Custom tools)?
	Azure cost management tool is utilised, but limited.


	19
	How is the SLA calculated for Sev1/2/3 incidents. Are we looking at data at monthly level or incident level, while measuring the SLA
	SLAs will be defined during negotiations and during implementation.


	20
	Can we get a two weeks extension on this RFP? 
	Eskom has already extended the tender to 28th of July 2025. No further extensions will be granted.  

	21
	Do we need to submit all the CVs and Certifications with the initial submission to Eskom on the tender closing date? 
	Yes, please refer to Annexure Q “Technical Evaluation Criteria” FN1.5 
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