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RFP 3285-2026/ RFB 496015 FOR THE PROVISION OF SERVICES TO ARCHITECT, DESIGN, DEVELOP, INTEGRATE, MIGRATE, INSTALL, CONFIGURE, AND TEST AN INCIDENT MANAGEMENT SOLUTION FOR THE SOUTH AFRICAN POLICE SERVICE FOR A PERIOD OF THIRTY-SIX (36) MONTHS
	Questions
	Answers

	Our understanding from the RFP document title and content is that SITA intends to procure services to build an incident management system from the ground up.  Barring the need for an OEM letter in the mandatories which contradicts the theme of the RFP, no reference whatsoever is made to the alternative of identifying a commercially available off the shelf solution (COTS) that is mature, scalable, and able to meet the functional and technical requirements of SAPS.
· Please confirm the preference and the reason for this?
· If the former is preferred, it is likely to increase the overall cost, risk, and time to get a reliable and scalable functioning solution in place.  What mitigations does SITA have in place to address these?
· For custom developed solutions, how are bidders expected to comply with provision of an OEM letter?
	Bidders may propose an appropriate solution architecture and technology approach that meets the stated requirements, subject to compliance with all mandatory and technical requirements of the RFP.

	What GIS platform and technologies are in place at SAPS and what integration and interoperability requirements are there to leverage this geospatial data within the incident management system?
	ESRI based GIS environment


	Relating to reporting requirements:
· Does SAPS have a reporting/analytics platform they want these reports produced in or must such capabilities be supplied as part of the solution?
· Who and where will these reports need to be accessed and by how many users split by user type?
	· It must be part of the Solution.
· By authorized personnel with admin/supervisor role.

	Validate the following numbers across all 10111 and 112 contact centres.  Provide the numbers per site:
· Total call taking staff
· Concurrent call taker seats i.e. number of active seats per 10111 ECC per shift
· Total dispatch staff
· Concurrent dispatch seats i.e. number of active seats per 10111 ECC per shift
· Total supervisory staff
· Concurrent supervisor seats i.e. number of active seats per 10111 ECC per shift
· Number of system administrator seats required
	


· 2080
· 2180
· 1069
· 615

	Please confirm if a resource management / shift planning / time & attendance solution for the 10111, police stations, and responder resources are required within scope of this RFP?

	Yes

	Validate the following numbers across all police stations:
· Number of police stations to be catered for
· Total call taking seats per police station
· Define if separate or combined call taking / dispatch seats are preferable at police stations

	· 3522
· 1174
· It can be separate or combined


	Please supply the number of responder vehicles that will be dispatched via the incident management platform
· Total number of responder vehicles, how many vehicles are anticipated to be active per shift nationally?
· Please provide the split by vehicle type i.e. flying squad / patrol vehicles / horse mounted / foot mounted / dive squad / helicopter / etc
· For vehicle-based responders, what communications hardware do they use?
· For any non-motorised / other types of responders, what communications hardware do they use, respectively?
	· 18932
· Flying squad - Police vehicles assigned to rapid response
· Radios
· Hand held radios.


	112 and other agency integrations
· For integration between 112 and 10111, what are the monthly volumes of incidents passed over from the each of the 112 contact centres?  Please itemise how many 112 contact centres there currently are and who they are managed by.  We assume most are managed by the MNO's and entities such as Europ Assist.
· 112 calls are transferred to 10111 telephonically.  Is this a call transfer, or a telephonic discussion between a 112 agent and a 10111-call taker?  If the former, is there any indication of how many of these transfers are unsuccessful / dropped, etc?
· Is SAPS open to a digital dataset transfer into the incident management system if the 112 operators can provide such?
· Confirm that no other agencies outside of SAPS i.e. Metro Police, Highway Patrol, etc will be included as users/role-players in the incident management scope.
· What strategy does SAPS have to share critical incident information with other agencies where collaborative incident response efforts are required.  Please provide use cases of each type of strategy / interaction
	· approximately 40% of our incoming calls originate from the 112 – call centre






· Telephonically 
· Yes
· Yes
· Active incidents, incidents awaiting dispatch, incidents not acknowledged, incidents outstanding longer that 3hrs, incidents handled, reaction time: reported to dispatched, reaction time: dispatched to attended and reaction time: reported to attended




	Other integrations
· What PABX must be integrated to the solution.
· Are the Tetra / other radio networks of each respective province be integrated to the solution?  What integration capabilities are required?
· Confirm if there are any CCTV, VMS, bodycam and dashcam integrations required in the requirements scope.
· Confirm if there are any alarm or IoT integrations required in the requirements scope.
· What community feedback mechanisms does SAPS intend to use:
0. To update incident details / feedback to a caller?
0. To create public broadcasts to improve situational awareness amongst the public?  Will any platform integrations be required?
	· No
· No
· Not currently but maybe in the future
· No
i. Yes
ii. No

	Data migration
· Beyond master data, why is incident history data required to be migrated to the new solution?
· Is there a data warehouse that contains national incident history data?
· Who will be responsible for cleaning the data ahead of migration given it is deemed out of scope in the RFP?
	· with authorised users still able to search the historical archive when necessary.
· Yes
· The bidder

	Functional Incident management requirements
· Incident creation :  How and from where (10111 contact centre / police stations) does SAPS intend to create new incidents for the following scenarios?
0. Inbound calls to 10111 – we assume this will happen at the 10111 ECC
0. What action will be taken if a 10111 call is routed to the wrong 10111 ECC. i.e if a caller from Mpumalanga is routed to the Midrand 10111 ECC?  Does SAPS allow dispatching across operational areas, or will the incident be created and passed onto a Mpumalanga dispatcher, or will the call be rerouted to the Mpumalanga 10111 ECC?
0. 112 calls passed onto 10111 – we assume this will happen at the 10111 ECC (see question 4 for context)
0. Help requests / panic signals from a SAPS / other supported public phone apps – we assume this will happen at the 10111 ECC
0. Text based requests via WhatsApp, sms, etc – we assume this will happen at the 10111 ECC
0. Public emergency calls / walk-in’s to a local police station
0. Response vehicle / officer-initiated incident in the field (assume via radio / phone)
0. What annual call / incident volumes can be expected nationally and by 10111 location?
Dispatching:
0. From where (10111 contact centre / police stations) does SAPS intend to submit a dispatch message to a selected incident responder?
0. How does SAPS intend to submit a dispatch message to a selected incident responder?  Will this be voice based or digitally to a mobile device in vehicles?  If the latter, there is no reference to a digital responder application in the tender document.  Furthermore, if the latter, , must the bidder quote on suitable end-user hardware (ruggedised smartphone/tablet and protective mount / power supply) per responding vehicle to facilitate this.
Incident / Responder management:
0. Once dispatched, will an active response vehicle be managed by their home police station, or will the 10111 dispatcher that assigned the responder manage the incident until it is resolved?
0. How does SAPS intend to update incident details in the incident management system based on feedback from the responder?  How will the responder be communicated with and by who while responding to the incident?
0. At what point during a response and how, does SAPS intend to confirm if the incident is a legitimate crime such that the incident reference can be passed over to CAS?
0. What procedures, practices, and statement / evidence / data collection methods are used to record incident details by assigned responders while responding in the field?
0. What is the procedure for a responder to confirm an incident is resolved Are there any follow-on activities required at the 10111 ECC or the local police station?
0. If a responding vehicle requires SAPS reinforcements, who is this request made to and who will identify and dispatch other available resources?
0. If a responding vehicle requires other agency reinforcements (Metro Police, Fire, EMS, etc), who is this request made to and who will identify and dispatch other required resources?
0. What requirements does SAPS have for mass casualty incidents where multiple responders need to be dispatched and managed by a field-based incident commander?
0. What requirements does SAPS have for pre-planned events i.e. political rallies, large scale public and sports events, etc?
0. What capabilities does SAPS require for the early identification of potential events / incidents such that they can proactively be addressed ahead of them occurring or flaring up?
	i. 10111
ii. Yes
iii. Reroute the call
iv. Yes
v. The bidder can advise
vi. Not currently but maybe in the future
vii. Yes
viii. On average 6146 per day across the 20 call centres








i. From 10111
ii. By Voice







iii. By the 10111 dispatcher that assigned the incident
iv. The bidder can advice
v. all incidents are passed over to CAS
vi-x     these operational details will be made available to the successful bidder



	Call taker / Dispatcher end-user desktop equipment
· What are the current 10111 workstation setups and specifications and or call takers and dispatchers respectively?
· In the case of SAPS selecting a COTS solution that recommends an optimal workspace setup for call takers and dispatchers respectively i.e. multiple screens, keyboards, headsets etc, and where this may differ from the current setup in the question above, can the bidder include this hardware upgrade as part of their proposal?
	the workstations have been adequately setup as per SAPS and industry standards. Bidder is not required to provide hardware

	Solution architecture
· What is the motivation for running separate dispatch application and database servers at each 10111 ECC supported by central replication?
· Provided scalability and high availability, is it an option to run a national incident management solution serving all 10111 ECC’s / all 9 provinces?
· We note the requirement of the GUI to emulate the old solution.  What is the reticence to adopt a modern GUI based on leading UX principles to drive improved user adoption, efficiency, and effectiveness?
	· Each ECC can manage its own operational incidents/resources.
· Yes
· The bidder can advise

	Other:
· Will references from territories outside South Africa be acceptable?
· Will references from OEM’s, partners, or sub-contractors to the bidder be acceptable?
· Must the bidder be compliant only to ISO27001, or must they be certified?  If the former, how must that be attested to?
· If SSA screening of the bidder is required, who will carry the costs of the screening?  If for the cost of the bidder, please indicate the costs anticipated.
· If the bid is adjudicated on a 90/10 basis, what % subcontracting is required?
· As this is a significant effort to submit a complete and comprehensive response once all above questions are answered in detail, we request an extension of a minimum of 3 weeks.
	· Yes
· Yes
· The Bidder must for the duration of the contract ensure compliance with ISO/IEC General Quality Standards, ISO27001, and Protection of Personal Information Act (POPIA).
· Where SSA screening is required, the costs associated with the screening shall be borne by the bidder
· the 90/10 system (90 Price and 10 Specific Goals) for requirements with a Rand value above R50 000 000 (all applicable taxes included).
· The tender has been extended from the 22 September 2026 to 08 October 2026
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