










Annexure 1: Bid Specification: RFB 3242-2026/ RFB 378012
PROCUREMENT OF A QUEUE MANAGEMENT SYSTEM FOR THE WESTERN CAPE GOVERNMENT 

TECHNICAL, PRICING AND PREFERENCE POINTS REQUIREMENTS




Contents
1.	Introduction	3
1.1	Purpose	3
1.2	Background	3
2.	Scope of Bid	3
2.1	Scope of Work	3
2.1.1	Hardware requirements	3
2.1.2	Software and training requirements	4
2.1.3	Connectivity Requirements	4
2.1.4	Maintenance and Support Requirements	4
2.2	Delivery address	4
3.	Requirements	5
3.1	Product / Service / Solution Requirements	5
3.1.1	List of sites as follows:	5
3.2	Special Requirements	6
4.	Bid Evaluation Stages	6
4.1	Mandatory Administrative Responsiveness (Stage 1)	6
4.1.1	Attendance of Briefing Session	6
4.2	Technical returnable documents	7
4.2.1	Instruction and evaluation criteria	7
4.2.2	Technical mandatory requirements (Stage 2)	7
4.2.3	Technical Functionality evaluation Requirements (Stage 3)	10
4.3	Special Conditions of Contract Verification (Stage 4)	14
4.3.1	Special Conditions of Contract	14
4.3.2	Declaration of compliance and acceptance SCC	19
4.4	Price and Preference Points Evaluation (Stage 5)	20
4.4.1	Costing and Preference Evaluation	20
4.4.2	Costing and Pricing Conditions	20
4.4.3	Rate of Exchange Pricing Information	21
4.4.4	Bid Exchange Rate Conditions	21
4.4.5	Bid Pricing Schedule	21
4.5	Declaration of Acceptance	21
4.6	Preference Requirements	21
Annex A: Bidder Substantiating Evidence	25
5.	Technical Mandatory Requirement Evidence	25
5.1	Bidder Certification / Affiliation Requirements	25
5.2	Bidder Experience and Capability Requirements	25
5.3	Technical Functional/Product Requirements	26
5.4	Special Conditions of Contract	26
5.5	Preference Points Preferential Goals Evidence	26
Annex B: Addendum 1 Technical Functional/Product Requirements	28





	eOSCM-00006 v2.0
	RESTRICTED
	1 of 4




[bookmark: _Toc227224396][bookmark: _Toc498843318][bookmark: _Toc394775451][bookmark: _Toc394778358][bookmark: _Toc505652265]Introduction
[bookmark: _Toc227224397]Purpose 
The purpose of this Request for Bid (RFB) is to invite Suppliers (hereinafter referred to as “bidders”) to submit bids for the Procurement of a Queue Management System (QMS) service for a period of one year on behalf of the Western Cape Government (WCG). 

[bookmark: _Toc227224398]Background
The system will not initially be linked to the WCG network.  The Queue management system will be operating as a closed system, with access to the internet via a 4G router for software updates and reporting.  Server/Service point monitor and touchpad front-end, interfaces for customer and counter agents. Data from the system will be used to report on visitor management and might be used in the future to tie into the Citizen Centric Branch E-Innovation strategy.
[bookmark: _Toc227224399]Scope of Bid
[bookmark: _Toc227224400]Scope of Work
The scope of work for this transaction is for bidders to provide a scalable, reliable, and simple to install Queue Management and Citizen Feedback System for use at various Citizen walk-in centres throughout the province. The solution must add value to the Citizen’s experience and provide a reliable way to measure Citizen experience and provide metrics on the queuing process as well as recorded Citizen feedback.
[bookmark: _Toc227224401]Hardware requirements
The hardware provided by the service provider should run independently from WCG infrastructure and WCG network. The infrastructure requirements include all materials used to enable the user to make use of the service. These materials include, but are not limited to:
· Queue Service
· Floor-standing Touch Queue Kiosk
· Queue Management Keypad with LCD Display
· Data Collection Service
· Ticket Printer
· 4G router + Data bundle
· Sundries (LAN Cables, HDMI cables, power supply, printing rolls etc.)
The above-mentioned materials will be made available across all relevant sites, and the number of units depends on the size of the site. As a result, each system may vary based on department-specific requirements which could potentially influence the amount of hardware, software and support services provided. This will ultimately lead to a fine-tuned citizen experience.
	

[bookmark: _Toc227224402]Software and training requirements
Depending on the site requirements, the service offering should include the software necessary to deliver the service to WCG and its citizens. The solution services include ticket issuing, a Wi-Fi token module, counter or agents’ lights, an online soft pad, a customer details module as well as smartphone alerting. The software required to guarantee these services should be maintained and updated on a regular basis to ensure the successful implementation of the solution.
Moreover, the solution should include an Infotainment feature that will be managed by the service provider. The content of the infotainment module will be provided by the WCG for the purpose of educating citizens on the latest news, operations, and services provided by the various departments. The service provider should further assist by providing training and training manuals to staff on software, hardware, and processes to ensure that both the staff and citizen obtain maximum benefit from the service. In the case of First Thursdays, the service provider will provide technical training to a core team who will be responsible for assembling and setup of the mobile system every First Thursday of the month.
[bookmark: _Toc227224403]Connectivity Requirements
If internet connectivity is required for the system, a 4G/5G router, a GSM sim card as well as 10 Gig monthly data bundles should be included as option in the service offering. This configuration ensures that the solution will have uninterrupted network connectivity which will be monitored and maintained by the service provider, should connectivity issues occur. Connectivity will be used to gather customer feedback, gather data for usage reports, update software and update infotainment modules.
[bookmark: _Toc227224404]Maintenance and Support Requirements
Maintenance should be conducted on all systems on a quarterly basis, followed by a report being issued, detailing any significant maintenance-related or operational issues that were experienced during the period, along with details of how any issues were resolved. The support services include telephonic and email support queries, System activity & status monitoring as well as callouts (Includes hardware refresh at contract renewal).
Maintenance includes:
· Three-monthly visits
· System log and hardware failures
· Inspection and testing of system at each facility
· Resolution of faults and failures.
[bookmark: _Toc227224405]Delivery address
The address where the required goods must be delivered is 
Western Cape Government: Department of the Premier. 
10th Floor, 
27 Wale Street, 
Cape Town, 
8000
[bookmark: _Toc227224406]Requirements
[bookmark: _Toc227224407]Product / Service / Solution Requirements
[bookmark: _Hlk111108250]Lease hardware and Support: Lease the entire Queue Management solution for a period of one year (12 months) from service provider, with the exception of the display/monitors which will be provided by Department and/or Centre for e-Innovation. Infrastructure and 4G connectivity and cabling should be provided by the Service Provider.
[bookmark: _Toc226959423][bookmark: _Toc226973996][bookmark: _Toc226959424][bookmark: _Toc226973997][bookmark: _Toc226959425][bookmark: _Toc226973998][bookmark: _Toc226959426][bookmark: _Toc226973999][bookmark: _Toc226959427][bookmark: _Toc226974000][bookmark: _Toc227224408]List of sites as follows:
	Site Nr.
	Department / Site
	Size of Site 
	Paper (Thermal Rolls) 12 months’ supply
	Queue Management keypad with LCD
	Feedback pads
	Concierge device (Tablet)
	Queue Tablet: Floor-stand Kiosk with Ticket-Issuing Printer

	1. 
	Western Cape Department of Mobility (WCMD): Cape Town CBD, 9 Dorp Street.
	Medium – 9 counters
	100 rolls
	9
	9
	N/A
	1

	2. 
	Western Cape Department of Mobility (WCMD): Vangate Shared Services Centre
	Large – 17 counters
	100 rolls
	17
	17
	N/A
	1

	3. 
	Department of the Premier: First Thursdays event (Mobile, only required 1 day per month and will be in storage at DOTP for remainder of month)
	Large – 16 counters
	100 rolls
	15
	2
	2
	5


NB: Supply of thermal rolls is subject to consumption for each site.




[bookmark: _Toc227224409]Special Requirements
Survey Data Sovereignty and Compliance
•	GDPR (General Data Protection Regulation) compliant
•	Safe Harbour Certification
	WBS
	Statement of Work
	Delivery Timeframe

	

	1. 
	Supply and Install hardware
	As agreed with WCG

	2. 
	Configure hardware and install Software per WCG requirements
	As agreed with WCG

	3. 
	Testing of software and hardware
	As agreed with WCG

	4. 
	Sign off by WCG Manager / Supervisor
	As agreed with WCG



Premier’s First Thursdays: The requirement is a remote mobile setup that is required once a month for the First Thursday of each month.  Location of the First Thursday setup will be at 7 Wale Street Concource, or at local municipality locations in the Western Cape. The Centre for E-Innovation technical staff will be on-site to assist with management of the equipment during the session. The service provider is responsible for setup of the equipment.
[bookmark: _Toc227224410]Bid Evaluation Stages
The bid evaluation process consists of Five Stages, according to the nature of the bid. A bidder must qualify for each stage to be eligible to proceed to the next stage of the evaluation. The stages are:
[bookmark: _Toc226719151]Table 1: Bid Evaluation Stages
	Stage
	Description
	Applicable for this bid YES/NO

	Stage 1	
	Mandatory Administrative Responsiveness
	YES

	Stage 2 
	Technical Mandatory Responsiveness 
	YES

	Stage 3
	Technical Functional Requirements
	YES

	Stage 4
	Special Conditions of Contract verification
	YES

	Stage 5
	Price and Preference Points Evaluation
	YES



[bookmark: _Toc227224411]Mandatory Administrative Responsiveness (Stage 1)
[bookmark: _Toc227224412]Attendance of Briefing Session
(a) A non- compulsory virtual briefing session will be held. 
Registered Supplier
(a) Only responses from bidders who are registered as a Supplier on National Treasury’s Central Supplier Database (CSD) in terms of National Treasury’s Instruction Note 4A of 2016/17 will be considered for award on this RFB.
[bookmark: _Toc226974013][bookmark: _Toc227224413]Technical returnable documents
[bookmark: _Toc227224414]Instruction and evaluation criteria
(a) The bidder must comply with ALL the requirements as per section 6.2 below by providing substantiating evidence in the form of documentation or information, failing which it will be regarded as “NOT COMPLY”.
(b) The bidder must provide a unique reference number (e.g. binder/folio, chapter, section, page) to locate substantiating evidence in the bid response. During evaluation, SITA reserves the right to treat substantiation evidence that cannot be located in the bid response as “NOT COMPLY”.
(c) The bidder must complete the declaration of compliance as per section 6.3 below by marking with an “X” either “COMPLY”, or “NOT COMPLY” with ALL of the technical mandatory requirements, failing which it will be regarded as “NOT COMPLY”.
(d) The bidder must comply with ALL the TECHNICAL MANDATORY REQUIREMENTS in order for the bid to proceed to the next stage of the evaluation.
(e) No URL references or links will be accepted as evidence.

[bookmark: _Toc227224415]Technical mandatory requirements (Stage 2)
[bookmark: _Toc226719152]Table 2: Technical Mandatory Requirements
	TECHNICAL MANDATORY REQUIREMENTS
	Substantiating evidence of compliance
(used to evaluate bid)
	Evidence reference
(to be completed by bidder)

	1. Bidder Affiliation/Certification Requirements

	The bidder must be an Original Equipment Manufacturer (OEM)/Original Software Manufacturer (OSM) or accredited with an OEM/OSM as a partner/reseller/supporting agent to provide the Queue Management System (QMS).
	[bookmark: _Hlk134044281]Attach to ANNEX A, a copy of a valid documentation (Letter and/or Certificate) as proof that the bidder is an OEM/OSM or is accredited with an OEM/OSM as a partner/reseller/supporting agent to provide the Queue Management System (QMS)

NOTE (1)
The valid letter and/or certificate should not be older than 12 months, must be dated, signed and on a letterhead of the entity that issued it. 
The letter and/or certificate should clearly indicate the following information below:
1) The OEM/OSM name; and
2) The Bidder’s name; and
3) Confirmation that the bidder is an OEM/OSM or is accredited with the OEM/OSM as a partner/reseller/supporting agent to provide the Queue Management System; and
4) The date it was issued; and
5) If applicable, the expiry date

NOTE (2):
[bookmark: _Hlk199451539]OEM/OSM using Partner/Reseller model are not eligible to participate for this bid.

NOTE (3): 
SITA/Department reserves the right to verify information provided.
	<provide unique reference to locate substantiating evidence in the bid response – see Annex A, Par 5.1>

	2. Bidder Experience and Capability Requirements

	The bidder must have leased the Queue Management System to at least One (1) Customer (with a minimum of Five sites) in the last Five (5) years.

	[bookmark: _Hlk135253092][bookmark: _Hlk134044620]Provide to ANNEX A, references details and/or reference letter/s from at least One (1) Customer (with a minimum of Five sites) to whom the Queue Management System was leased in the last Five (5) years. 

NOTE (1):
The Bidder must provide all of the following information when completing Table 9:
1) Company name; and
2) Contact person, telephone and/or e-mail address; and
3) Project scope of Work; and
4) Project start and End date. 

NOTE (2):
The reference letter/s should be on the referees’ company letterhead and include all of the following information:
1) Company Name; and
2) Contact Person, Telephone and/or e-mail address; and
3) Project Scope of Work; and
4) Project Start and End date. 

NOTE (3): 
SITA/Department reserves the right to verify information provided.

NOTE (4): 
Failure to submit reference letter/s and/or to complete Table 9 fully as indicated above will result in disqualification.
	<provide unique reference to locate substantiating evidence in the bid response – see Annex A, par 5.2, table 9>

	3. Technical Functional/Product Requirements

	The bidder must confirm compliance to the Technical Functional/Product requirements.
	The bidder must confirm that they comply with the Technical Functional/Product Requirements by completing, signing and submitting Annex B: Addendum 1.

NOTE (1): 
SITA/Department reserves the right to verify information provided.
	<provide unique reference to locate substantiating evidence in the bid response – see Annex A, par 5.3 and Annex B: Addendum 1>

	4. Special Conditions of Contract

	Bidder must accept ALL the Special Conditions of contract.

	The Bidder must accept the Special Conditions of Contract (SCC) as stated in section 4.3 by signing the declaration of compliance and acceptance of SCC in section 4.3.2.
 
NOTE (1):
SITA reserves the right to verify the information provided.
NOTE (2):
Failure to complete and sign the SCC in section 4.3.2 will result in disqualification.
	<provide unique reference to locate substantiating evidence in the bid response – see Annex A, par 5.4>



[bookmark: _Toc226974017][bookmark: _Toc226974018][bookmark: _Toc226974029][bookmark: _Toc226974030][bookmark: _Toc226974099][bookmark: _Toc227224416]Technical Functionality evaluation Requirements (Stage 3)
(a) The bidder must complete in full all the TECHNICAL FUNCTIONALITY requirements as presented in the table below and attach the evidence to the relevant sections.
(b) The bidder must provide a unique reference number (e.g. binder/folio, chapter, section, page) to locate substantiating evidence in the bid response. During evaluation, SITA reserves the right to treat substantiation evidence that cannot be located in the bid response, as “NOT COMPLY”.
(c) Evaluation per requirement. The evaluation (scoring) of bidders’ responses to the requirements will be determined by the completeness, relevance and accuracy of substantiating evidence. 
(d) Each TECHNICAL FUNCTIONAL requirement will be evaluated using a rating scale as per the table below:

Table 3: Technical Functionality Evaluating Rating Scale
	[bookmark: _Hlk131424169]Evaluation criteria 
	Score

	No relevant information provided
	0

	Does not meet minimum requirement:
	1

	Meets minimum requirements
	3

	Exceeds minimum requirements
	5



(e) Weighting of requirements: The full scope of requirements will be determined by the following weights:
(f) Weighting of requirements: The score for the desktop evaluation of TECHNICAL FUNCTIONALITY REQUIREMENTS will be calculated as follows:

Table 4: Technical Functionality Weighting Requirements
	[bookmark: _Hlk131424207]No.
	Technical Functionality Requirements
	Weighting

	1.
	Functional Requirements
	70%

	2.
	Reporting Requirements
	30%

	TOTAL
	 100%



(g) The value scored for each requirement will be multiplied with the specified weighting for the relevant requirement.
(h) Minimum threshold. To be eligible to proceed to the next stage of the evaluation the bid must achieve a minimum threshold overall score of 60%.
Note: The bidder must achieve at least 60% for each of the Technical Functional Requirement sections as indicated in table above, failing which will result in disqualification.
Table 5: Technical Functional Requirements
	TECHNICAL FUNCTIONALITY REQUIREMENTS
	Substantiating evidence and evaluation criteria
(used to evaluate bid)
	Weighting
	Substantiation reference
(to be completed by bidder)

	1.  Functional Requirements:

Requirement 1: (Core Function)
Select a service from a selection of services relating to a specific site: The ticket system is capable of issuing a ticket based on the citizens requirements when visiting the specific walk-in centre. 

Requirement 2: (Core Function)
Issue a ticket to the citizen: 
The ticket is issued directly to the citizen in the case of a self-service ticket issue kiosk or is handed to the citizen by the concierge / receptionist at the facility. 

Requirement 3: (Core Function)
Categorise the service request and route to the correct queue:
Based on the service / queue selected by the citizen, the system will queue the ticket number in accordance with arrival time. When the next available staff member is available to assist tickets of that nature, they will be called in turn of who arrived first for that specific service. 

Requirement 4: (Core Function)
Agents is able to pick up service request and call citizen: As per requirement 3. Agents / staff are pre-assigned services / queues. 

Requirement 5: (Core Function)
Citizen can select multiple types of service and Citizens can select only one type of service / queue at a time. Should they require different services which are serviced by different queues and agents, their ticket may be forwarded to that queue when their initial query is resolved. 

Requirement 6: (Core Function)
Once complete the agent can close the ticket at the end of the interaction, and should the citizen not require assistance from another agent, the ticket can be closed by the agent / staff member. 

Requirement 7: (Non-Core Function)
The citizen is requested to complete a short survey on the services received: Using the feedback pads in place at each counter, the citizen may be prompted by the agent / staff member to provide feedback on their experience.
	Evidence
Bidder should attach a system architecture/diagram/documentation/screenshot which clearly indicate how the system will meet the functional requirements. At least the bidder should meet a minimum of six (6) Core functions. 
Evaluation
0=    No relevant information provided
 
1=    Does not meet minimum requirement: Less than 6 core functions were addressed.

3 =   Meets minimum requirements: 6 core functions were addressed.

5 =   Exceeds minimum requirements: 6 core functions and a Non-core function were addressed.




	70%
	<provide unique reference to locate substantiating evidence in the bid response – Annex B, section 11.4>

	2. Reporting Requirements
Requirement 1: (Core Function)
The system is available to generate standard and configurable reports. The system generates reports per location, which is customised by the services available at this location as well as the number of agents / staff members present at this location. 

Requirement 2: (Core Function)
The reports must be generated and emailed to a selected audience: Report automation takes place daily, weekly and monthly to lists of specified recipients per location. This is available in PDF format (for printing) and CSV format (for importing into Excel). 

Requirement 3:(Non-Core Function) 
The reports must be available through an online Dashboard. Reporting is available using an online dashboard, where a user can select custom periods and download either PDF’s or CSV’s. 
	Evidence
Bidder should attach a system architecture/diagram/documentation/screenshot which clearly indicate how the system will meet the reporting requirements. At least the bidder should meet a minimum of two (2) Core functions. 

Evaluation
0=    No relevant information    provided
 
1=    Does not meet minimum requirement: Less than 2 core functions were addressed.
3 =   Meets minimum requirements: 2 core functions were addressed.
5 =   Exceeds minimum requirements: 2 core functions and a Non-core function were addressed.


	30%
	<provide unique reference to locate substantiating evidence in the bid response – Annex B, section 11.4>


[bookmark: _Toc226974101][bookmark: _Toc226974102][bookmark: _Toc226974103][bookmark: _Toc226974104][bookmark: _Toc226974105][bookmark: _Toc226974138][bookmark: _Toc226974139][bookmark: _Toc226974140][bookmark: _Toc226974141][bookmark: _Toc226974142][bookmark: _Toc226974143][bookmark: _Toc227224417]Special Conditions of Contract Verification (Stage 4)
(a) The successful supplier will be bound by Government Procurement: General Conditions of Contract (GCC) as well as this Special Conditions of Contract (SCC), which will form part of the signed contract with the successful Supplier. However, SITA/Department reserves the right to include or waive the condition in the signed contract.
(b) SITA/Department reserves the right to:
(i) Negotiate the conditions; or
(ii) Automatically disqualify a bidder for not accepting these conditions; or
(c) In the event that the bidder qualifies the proposal with own conditions and does not specifically withdraw such own conditions when called upon to do so, SITA will invoke the rights reserved in accordance with subsection 4.3. (b) above.

[bookmark: _Toc227224418]Special Conditions of Contract
Contracting Conditions
(a) Formal Contract - The supplier must enter into a formal written contract (agreement) with SITA.
(b) Right to Audit – SITA/Department reserves the right, before entering into a contract, to conduct or commission an external service provider to conduct a financial audit or probity to ascertain whether a qualifying bidder has the financial wherewithal or technical capability to provide the goods and services as required by this tender.
Delivery Address
(a) The supplier must deliver the required products or services at as indicated in Section 2.2, Delivery Address.  To be noted that this is a Software as a Service contract and therefore delivery of service is online hosting and not a physical delivery.
Services and Performance Metrics
(a) The bidder is responsible to provide the following services as specified in the Service 		Breakdown Structure (SBS):
	SBS
	Service Element
	Service Grade
	Service Level

	1. 
	Install hardware and configuration of software
	Installation of hardware and software to be arranged with site representative / owner
	Engagement sessions and project plan meeting to be arranged with site owner within four weeks of tender awarded.

	2. 
	Support
	Support:
· Telephonic and e-mail support from Monday to Friday 07:30 to 16:30
· Support requests requiring a call out to be arranged with site, and where technicians are not available, alternative arrangements to be made
	
· Response within one business day
· On-site Support requests to be scheduled within three working days

	3. 
	Maintenance of units

	Maintenance of the Queue Management System should be carried out quarterly,
Maintenance includes:
· Three-monthly visits
· System log and hardware failures
· Inspection and testing of system at each facility
· Resolution of faults and failures.

	Quarterly maintenance at the end of the three-month period after the tender is awarded, and at the end of the
subsequent three-month cycles.


	4. 
	Replenishment of paper
	Replenish paper rolls for queue kiosks.  Paper replenishment should take into consideration the number of users at each site and be supplied for the next quarter in advance.
	Replenishment of paper during the quarterly maintenance visit.  If additional paper is required, the response time: One business day

	5. 
	Training
	Training of new WCG staff on system and processes
	Within two weeks of installation (or as agreed with WCG)

	6. 
	Software Upgrade
	Software upgrades to be included in maintenance visits
	Software upgrade during three-month maintenance visit, or as arranged with site.

	7. 
	Infotainment Module / WCG Digital Ads
	WCG Digital Ads to be loaded as provided.  WCG to provide the digital ads for sites as needed.
	Ads loaded on relevant sites within one week of provision (or as agreed)



	SBS
	Service Element
	Service Grade
	Service Level

	1.
	Support
	Support:
· Telephonic and e-mail support from Monday to Friday 07:30 to 16:30
· Support requests requiring a call out to be arranged with site, and where technicians are not available, alternative arrangements to be made
· First, second- and third-line support to be provided for all permanent sites by the Service Provider.
	
· Response within one business day
· On-site Support requests to be scheduled within three working days

	2. 
	Replenishment of paper
	Replenish paper rolls for queue kiosks.  Paper replenishment should take into consideration the number of users at each site and be supplied for the next quarter in advance.
	Replenishment of paper during the quarterly maintenance visit.  If additional paper is required, the response time: One business day



Supplier Performance Reporting
(a) Reports need to be provided to the contract manager on a quarterly basis.
Certification, Expertise and Qualification
(a) The bidder certifies that:
(i) it has the necessary expertise, skill, qualifications and ability to undertake the work required in terms of the Statement of Work or Service Definition
(ii) it is committed to provide the Products or Services; and
(iii) perform all obligations detailed herein without any interruption to the Customer
(iv) it has been certified for the Products and Services required
Logistical Conditions
(a) Hours of Work  
(i) Office hours are defined as business working hours of the customer and is Mondays to Fridays between 07:30 and 16:00
(ii) After hours of the customer during week days are from16:00 to 07:30
(iii) All mission critical sites will be managed on a 24 x 7 x 365 basis 
(iv) Telephonic and e-mail support from Monday to Friday 07:30 to 16:30
(v) Support requests requiring a call out to be arranged with site, and where technicians are not available, alternative arrangements to be made
(vi) First, second- and third-line support to be provided for all permanent sites by the Service Provider.
(vii) Response within one business day
(viii) On-site Support requests to be scheduled within three working days
(b) Client environment
(i) On-site and Remote Support: The Supplier must give off-site and remote support, and only when off-site support is not sufficient, then on-site support will be required upon approval by WCG representative.
(c) Tools of Trade
(i) The bidder is expected to use its own resources (cell phone, laptops etc) to communicate with its own offices or outside of the SITA/Client buildings, including all tools and equipment to render the services effectively.
(d) Bidder Online Incident Management System and Support 
(i) The bidder to provide online incident management system or portal in order to log queries/incidents. 
Regulatory, Quality and Standards
(a) 	Survey Data services must comply with Data sovereignty - GDPR (General Data Protection Regulation) compliant. 
Confidentiality and non -disclosure conditions
(a) The Supplier, including its management and staff, must before commencement of the Contract, sign a non-disclosure agreement regarding Confidential Information
(b) Confidential Information means any information or data, irrespective of the form or medium in which it may be stored, which is not in the public domain and which becomes available or accessible to a Party as a consequence of this Contract, including information or data which is prohibited from disclosure by virtue of:
(i) the Promotion of Access to Information Act, 2000 (Act no. 2 of 2000);
(ii) being clearly marked "Confidential" and which is provided by one Party to another Party in terms of this Contract;
(iii) being information or data, which one Party provides to another Party or to which a Party has access because of Services provided in terms of this Contract and in which a Party would have a reasonable expectation of confidentiality;
(iv) being information provided by one Party to another Party in the course of contractual or other negotiations, which could reasonably be expected to prejudice the right of the non-disclosing Party;
(v) being information, the disclosure of which could reasonably be expected to endanger a life or physical security of a person;
(vi) being technical, scientific, commercial, financial and market-related information, know-how and trade secrets of a Party;
(vii) being financial, commercial, scientific or technical information, other than trade secrets, of a Party, the disclosure of which would be likely to cause harm to the commercial or financial interests of a non-disclosing Party; and
(viii) being information supplied by a Party in confidence, the disclosure of which could reasonably be expected either to put the Party at a disadvantage in contractual or other negotiations or to prejudice the Party in commercial competition; or
(ix) information the disclosure of which would be likely to prejudice or impair the safety and security of a building, structure or system, including, but not limited to, a computer or communication system; a means of transport; or any other property; or a person; methods, systems, plans or procedures for the protection of an individual in accordance with a witness protection scheme; the safety of the public or any part of the public; or the security of property; information the disclosure of which could reasonably be expected to cause prejudice to the defence of the Republic; security of the Republic; or international relations of the Republic; or plans, designs, drawings, functional and technical requirements and specifications of a Party, but must not include information which has been made automatically available, in terms of the Promotion of Access to Information Act, 2000; and information which a Party has a statutory or common law duty to disclose or in respect of which there is no reasonable expectation of privacy or confidentiality;
(b) Notwithstanding the provisions of this Contract, no Party is entitled to disclose Confidential Information, except where required to do so in terms of a law, without the prior written consent of any other Party having an interest in the disclosure;
(c) Where a Party discloses Confidential Information which materially damages or could materially damage another Party, the disclosing Party must submit all facts related to the disclosure in writing to the other Party, who must submit information related to such actual or potential material damage to be resolved as a dispute;
(d) Parties may not, except to the extent that a Party is legally required to make a public statement, make any public statement or issue a press release which could affect another Party, without first submitting a written copy of the proposed public statement or press release to the other Party and obtaining the other Party's prior written approval for such public statement or press release, which consent must not unreasonably be withheld.
Guarantee and warranties
(a) The supplier confirms that:
(i) The warranty of goods supplied under this contract remains valid for the duration of the contract after the goods were delivered, installed and commissioned with a sign off, including the clients signature
(ii) as at Commencement Date, it has the rights, title and interest in and to the Product or Services to deliver such Product or Services in terms of the Contract and that such rights are free from any encumbrances whatsoever;
(iii) the Product is in good working order, free from Defects in material and workmanship, and substantially conforms to the Specifications, for the duration of the Warranty period;
General
(a) The supplier will be bound by Government Procurement: General Conditions of Contract.
(b) (GCC) as well as this Special Conditions of Contract (SCC), which will form part of the signed contract with the Supplier. However, SITA reserves the right to include or waive the condition in the signed contract.
(c) SITA/Department reserves the right to:
(i) Negotiate the conditions, or
(ii) Automatically disqualify a bidder for not accepting these conditions, or
(iii) Before entering into a contract, conduct or commission an external service provider to audit or conduct probity to ascertain whether a qualifying bidder has the technical capability to provide the goods and services as required by this tender.
Counter Conditions
(a) Bidders’ attention is drawn to the fact that amendments to any of the Bid Conditions or setting of counter conditions by bidders may result in the invalidation of such bids.
Fronting
(a) The SITA/Department supports the spirit of Broad Based Black Economic Empowerment and recognizes that real empowerment can only be achieved through individuals and businesses conducting themselves in accordance with the Constitution and in an honest, fair, equitable, transparent and legally compliant manner. Against this background the SITA will not condone any form of fronting.
(b) The SITA/Department, in ensuring that bidders conduct themselves in an honest manner will, as part of the bid evaluation processes, conduct or initiate the necessary enquiries/investigations to determine the accuracy of the representation made in bid documents. Should any of the fronting indicators as contained in the Guidelines on Complex Structures and Transactions and Fronting, issued by the Department of Trade and Industry, be established during such enquiry/investigation, the onus will be on the bidder / contractor to prove that fronting does not exist. Failure to do so within a period of 14 days from date of notification may invalidate the bid / contract and may also result in the restriction of the bidder/contractor to conduct business with the public sector for a period not exceeding ten (10) years, in addition to any other remedies SITA may have against the bidder/contractor concerned.
Business Continuity and Disaster Recovery Plans
(a) The bidder confirms that they have written business continuity and disaster recovery plans that define the roles, responsibilities and procedures necessary to ensure that the required services under this bid specification is in place and will be maintained continuously in the event of a disruption to the bidder’s operations, regardless of the cause of the disruption.
Supplier Due Diligence
(a) SITA/Department reserves the right to conduct supplier due diligence prior to final award or at any time during the Contract period and this may include pre-announced / non-announced site visits. During the due diligence process the information submitted by the bidder will be verified and any misrepresentation thereof may disqualify the bid or Contract in whole or parts thereof.
Preference Goal Requirements conditions
(a) The Bidder’s commitment for the Preference Goal Requirements in this tender will be legally binding and the Bidder needs to perform against their commitment for the duration of the contract which will form part of the Contractual Agreement.
(b) The Bidder must sustain, or improve the company’s BBBEE Level for the duration of the contact which will form part of the Contractual Agreement.
(c) Performance of Preference Goal Requirements will be determined annually. Bidders must submit their Preference status report indicating progress against the Bidder’s Preferential commitments within 30 days of the yearly anniversary of the contract.
(d) Bidders need to keep auditable substantive records / evidence and upon request by SITA/Department must be made available for audit and, or due diligence purposes.
(e) SITA/Department reserves the right to require from a Bidder, either before a bid is adjudicated or at any time subsequently, to substantiate any claim with regards to preferences, in any manner required by SITA.
(f) SITA/Department reserves the right to verify information / evidence provided by the Bidder.
(g) SITA/Department reserves the right to introduce a penalty of 1% of the overall annual year spent by SITA/Department for the prior year if the Bidder fails to comply to paragraphs (a), (b) and (c) above.
[bookmark: _Toc106894479][bookmark: _Toc227224419]Declaration of compliance and acceptance SCC
I (we), the bidder hereby declare that I (we) accept ALL the Special Conditions of Contract as specified in par 4.3.1 above and shall comply with all stated obligations:

Name of Bidder:_____________________________	Signature: _________________________

Date:______________
[bookmark: _Toc227224420]Price and Preference Points Evaluation (Stage 5)
[bookmark: _Toc226974148][bookmark: _Toc227224421]Costing and Preference Evaluation
(1) [bookmark: _Hlk80033687]In terms of the SITA Preferential Procurement Policy (PPP), the following preference point system is applicable to all Bids:
(a) the 80/20 system (80 Price, 20 Specific Goals) for requirements with a Rand value of up to R50 000 000 (all applicable taxes included); or 
(2) The Applicable Preference Point system for this tender is the 80/20 preference point system. 
(3) Points for this tender shall be awarded for: 
(a) Price; and
(b) Preference points for specific goals.
(4) The maximum points for this tender will be allocated as follows, subject to par.2.
[bookmark: _Toc107394442]Table 6: Points allocation
	1. Description
	Points

	Price
	80

	Preference points for specific goals
	20

	Total points for Price and preference points for specific goals
	100


	
[bookmark: _Toc226974149][bookmark: _Toc227224422]Costing and Pricing Conditions
(a) South African Pricing - The total price must be VAT inclusive and be quoted in South African Rand (ZAR).
(b) Total Price
(i) All quoted prices are the total price for the entire scope of required services and deliverables to be provided by the bidder.
(ii) All additional costs as well as cost of delivery, labour, S&T, overtime, etc. must be included in this bid.
(iii) All services, accessories, upgrades and options required by the solution or specified by the client must be included in the quoted price. If not included, suppliers will be required to supply these accessories at no cost to the client.
(iv) SITA reserves the right to negotiate pricing with the successful bidder prior to the award as well as envisaged quantities
(c) Time and Material
(i) Time and Material Quotations will not form part of the total bid price.  It will be based on an ad-hoc basis as and when required by the client.
(d) These conditions will form part of the Contract between SITA and the bidder. However, SITA reserves the right to include or waive the condition in the Contract.
(e) The bidder must complete the declaration of acceptance as per par 4.5 below by marking with an “X” either “ACCEPT ALL”, or “DO NOT ACCEPT ALL”, failing which the declaration will be regarded as “DO NOT ACCEPT ALL” and the bid will be disqualified. 
[bookmark: _Toc72441262][bookmark: _Toc80563735][bookmark: _Toc227224423]Rate of Exchange Pricing Information
Provide the TOTAL BID PRICE for the duration of Contract and clearly indicate the Local Price and Foreign Price, where –
a) Local Price means the portion of the TOTAL price that is NOT dependent on the Foreign Rate of   Exchange (ROE) and;
b) Foreign Price means the portion of the TOTAL price that is dependent on the Foreign Rate of Exchange (ROE).
c) Exchange Rate means the ROE (ZA Rand vs foreign currency) as determined at time of bid.
[bookmark: _Toc435315931][bookmark: _Toc227224424]Bid Exchange Rate Conditions
The bidders must use the exchange rate provided below to enable SITA/Department to compare the prices provided by using the same exchange rate:
	Foreign currency
	South African Rand (ZAR) exchange rate 

	1 US Dollar
	R16.39

	1 Euro
	R19.03

	1 Pound
	R21,96


[bookmark: _Ref455341955][bookmark: _Toc57764329]
[bookmark: _Toc227224425]Bid Pricing Schedule
(a) Bidders must complete the bid pricing schedule in the Excel spreadsheet format provided and upload this as part of their submission.

[bookmark: _Toc435315930][bookmark: _Ref455338328][bookmark: _Ref455597629][bookmark: _Toc127119463][bookmark: _Toc227224426]Declaration of Acceptance
	
	ACCEPT ALL
	DO NOT ACCEPT ALL

	1. The bidder declares to ACCEPT ALL the Costing and Pricing conditions as specified in par 4.4.2 above by indicating with an “X” in the “ACCEPT ALL” column, or
1. The bidder declares to NOT ACCEPT ALL the Costing and Pricing Conditions as specified in par 4.4.2 above by - 
1. Indicating with an “X” in the “DO NOT ACCEPT ALL” column, and;
1. Provide reason and proposal for each of the condition not accepted. 
	
	

	Comments by bidder:
Provide the condition reference, the reasons for not accepting the condition.




[bookmark: _Toc227224427]Preference Requirements
(a) The bidder must complete in full all the PREFERENCE requirements.
(b) Allocation of points per requirements: The points allocation of bidders’ responses to the requirements will be determined by the completeness, relevance and accuracy of substantiating evidence.
(c) Points will be allocated for each PREFERENCE requirement as per the criteria set in each section in the table below.
(d) The bidder must provide a unique reference number (e.g. binder/folio, chapter, section, page) to locate substantiating evidence in the bid response. During evaluation, SITA reserves the right to treat substantiation evidence that cannot be located in the bid response, as “NOT COMPLY”. The evidence needs to be attached to ANNEX A.
(e) Preference Goal Requirements
(i) 	The applicable Preference Point system for this tender and points claimed is 80/20.
(ii) The specific Preferential Goal Requirements for this tender is indicated in table.
(iii) The Bidder must indicate how they claim points for each of the preference points. 
(iv) Failure on the part of a bidder to submit proof or documentation required in terms of this tender to claim preference points for the Preference Goal Requirements for this tender, will be interpreted to mean that preference points are not claimed.
(v) The Bidder’s commitment for the Preference Goal Requirements in this tender will be legally binding and the Bidder needs to perform against their commitment for the duration of the contract which will form part of the Contractual Agreement.
(vi) The Bidder must sustain or improve the company’s BBBEE Level for the duration of the contact which will form part of the Contractual Agreement.
(vii) Performance of Preference Goal Requirements will be determined annually. Bidders must submit their Preference status report indicating progress against the Bidder’s Preferential commitments within 30 days of the yearly anniversary of the contract.
(viii) Bidders need to keep auditable substantive records / evidence and upon request by SITA/Department must be made available for audit and, or due diligence purposes.
(ix) SITA/Department reserves the right to require from a Bidder, either before a bid is adjudicated or at any time subsequently, to substantiate any claim with regards to preferences, in any manner required by SITA.
(x) SITA/Department reserves the right to verify information / evidence provided by the Bidder.
(xi) SITA/Department reserves the right to introduce a penalty of 1% of the overall annual year spent by SITA/Department for the prior year if the Bidder fails to comply to paragraphs (g), (h) and (i) above.

Table 7: Preference Goal Requirements (Specific Goals)
	Preference Goal Requirement #
	Preferential Goal Requirements
	Preferential Goal Requirements 

	
	Preferential Goal Requirements allocated for this tender
	Substantiating evidence and evidence reference to be completed by bidder. 
Evaluation per requirement: Each requirement indicated in the table below must be completed and points will be allocated based on the evidence required below 
	Evidence Reference

	
	B-BBEE Requirements
	 

	1)
	B-BBEE Requirements
Promotion of Transformational Objectives.
	Evidence:
The Bidder must provide a copy of the following relevant evidence for the Preferential Goal points which the Bidder qualifies for:
a) Columns A, B, C and D in table 8
Copy of relevant proof of the following to confirm the B-BBEE status of the contributor as defined in the Broad-Based Black Economic Empowerment Act:
B-BBEE certificate (from a SANAS Accredited Agency);
or 
Sworn affidavit in the format provided by CIPC - Applicable to EMEs and QSEs only; and/ or
b) Column D in table 8
Copy of South African Identification Document (ID); and/ or
c) Column E in table 8
Copy of Medical Certificate clearly indicating the disability in line with the B-BBEE status claimed as defined in the Broad-Based Black Economic Empowerment Act.

Points allocation:
Points will be allocated for bidders that meets the requirements as indicated in table 8.
	<provide unique reference to locate substantiating evidence in the bid response – Annex A, par 5.5>



Table 8: B-BBEE Points as part of the Preference Goal requirements (Preferential Goal Requirements for (80/20) system)
Note: Bidder to select the section for points they wish to claim (Mark as Y=Yes) in the table below.
	
	
	
	
	Ownership 
	
	
	

	
	Reference #
	Contributor Level as defined in the Broad-Based Black Economic Empowerment Act
	EME/QSEs
	Black Owned
(BO)
(51% or more)
	Black Woman Owned
(BWO)
(More than 30%)
	Youth Owned
	Owned by People living with disabilities
	Score
	Bidder to select the section for points they wish to claim
(Mark as Y= Yes)
	

	
	
	
	
	
	
	
	
	
	
	

	
	 
	 
	(A)
	(B)
	(C)
	(D)
	(E)
	(F)
	 
	

	
	1
	Level 1
	6
	6
	4
	2
	2
	20
	 
	

	
	2
	Level 1
	6
	4
	2
	2
	0
	14
	 
	

	
	3
	Level 1
	6
	4
	2
	0
	0
	12
	 
	

	
	4
	Level 1
	6
	4
	0
	0
	0
	10
	 
	

	
	5
	Level 2 and 3
	4
	2
	1
	1
	1
	9
	 
	

	
	6
	Level 2 and 3
	4
	2
	1
	1
	0
	8
	 
	

	
	7
	Level 2 and 3
	4
	2
	1
	0
	0
	7
	 
	

	
	8
	Level 2 and 3
	4
	2
	0
	0
	0
	6
	 
	

	
	9
	Level 4 and 5
	2
	1
	0,5
	0,5
	0,5
	4,5
	 
	

	
	10
	Level 4 and 5
	2
	0,5
	0,5
	0,5
	0
	3,5
	 
	

	
	11
	Level 4 and 5
	2
	0,5
	0,5
	0
	0
	3
	 
	

	
	12
	Level 4 and 5
	2
	0,5
	0
	0
	0
	2,5
	 
	

	
	13
	Level 6
	0
	 
	0
	0
	0
	0
	 
	

	
	14
	Level 7
	0
	 
	0
	0
	0
	0
	 
	

	
	15
	Level 8
	0
	 
	0
	0
	0
	0
	 
	

	
	16
	Non-Contributor
	0
	 
	0
	0
	0
	0
	 
	

	
	Total Maximum Score Allocation:
	20
	
	
	
	
	
	
	



[bookmark: _Toc227224428]Bidder Substantiating Evidence
[bookmark: _Toc227224429]Technical Mandatory Requirement Evidence
[bookmark: _Toc227224430]Bidder Certification / Affiliation Requirements
Attach a copy of a valid documentation (Letter and/or Certificate) as a proof that the bidder is an OEM/OSM or is accredited with an OEM/OSM as a partner/reseller/supporting agent to provide the Queue Management System (QMS).
 
NOTE (1): 
The valid letter and/or certificate should not be older than 12 months, must be dated, signed and on a letterhead of the entity that issued it. 
The letter and/or certificate should clearly indicate the following information below:
a) The OEM/OSM name; and
b) The Bidder’s name; and
c) Confirmation that the bidder is an OEM/OSM or is accredited with the OEM/OSM as a partner/reseller/supporting agent to provide the Queue Management System; and
d) The date it was issued; and
e) If applicable, the expiry date

NOTE (2):
OEM/OSM using Partner/Reseller model are not eligible to participate for this bid.
NOTE (3): 
SITA/Department reserves the right to verify information provided.

[bookmark: _Toc227224431]Bidder Experience and Capability Requirements
Provide references details and/or reference letter/s from at least One (1) Customer (with a minimum of Five sites) to whom the Queue Management System was leased in the last Five (5) years from publication date of this bid. 
NOTE (1):
The Bidder must provide all of the following information when completing Table 9:
a) Company Name; and
b) Contact Person, telephone and/or e-mail address; and
c) Project Scope of Work; and
d) Project start and End date. 

     NOTE (2):
The reference letter/s should be on the referees’ company letterhead and include all of the following information:
a) Company Name; and
b) Contact Person, Telephone and/or e-mail address; and
c) Project Scope of Work; and
d) Project Start and End date. 

NOTE (3): 
SITA/Department reserves the right to verify information provided.

NOTE (4): 
Failure to submit reference letter/s and/or to complete Table 9 fully as indicated above will result in disqualification

[bookmark: _Toc226719153]Table 9: References
	No
	Company Name
	Reference person name, contact details
	Project Scope of Work
	Project start and end date

	1
	<Company name>
		

	<Person Name>
<Tel>
<email>
	< Provide scope details of a project from a customer (with a minimum of Five sites) to whom Queue Management Systems were leased in the last Five (5) years from publication date of this bid> 
	Start Date:
End Date:



[bookmark: _Toc227224432]Technical Functional/Product Requirements
The bidder must confirm that they comply with the Technical Functional/Product Requirements by completing, signing and submitting Annex B: Addendum 1.

[bookmark: _Toc225415505][bookmark: _Toc227224433]Special Conditions of Contract
The Bidder must accept the Special Conditions of Contract (SCC) as stated in section 4.3 by signing the declaration of compliance and acceptance of SCC in section 4.3.2 and attaching here. 
NOTE (1):
SITA/Department reserves the right to verify the information provided.

[bookmark: _Toc221195867][bookmark: _Toc225415509][bookmark: _Toc227224434]Preference Points Preferential Goals Evidence
The Bidder must:
1) Preference Goal Requirements: 
(a) Bidder to select the section for points they wish to claim (Mark as Y=Yes) in table 8 in section 4.5, dependant on which preference system the Bidder selects in line with section 4.5; and
(b) Provide a copy of the following relevant evidence for the Preferential Goal points which the Bidder qualifies for as set out in table 8 in section 4.5 and attach it here:
(i) Columns A, B, C and D in table 8
Copy of relevant proof of the following to confirm the B-BBEE status of the contributor as defined in the Broad-Based Black Economic Empowerment Act:
· B-BBEE certificate (from a SANAS Accredited Agency);
or 
· Sworn affidavit in the format provided by CIPC - Applicable to EMEs and QSEs only;
and/ or
(ii) Column D in table 8:
Copy of South African Identification Document (ID):
and/ or
(iii) Column E in table 8:
Copy of Medical Certificate clearly indicating the disability in line with the B-BBEE status claimed as defined in the Broad-Based Black Economic Empowerment Act.



[bookmark: _Toc226974163][bookmark: _Toc226974164][bookmark: _Toc226974165][bookmark: _Toc226974166][bookmark: _Toc226974167][bookmark: _Toc226974168][bookmark: _Toc226974169][bookmark: _Toc226974209][bookmark: _Toc226974213][bookmark: _Toc226974214][bookmark: _Toc226974215][bookmark: _Toc226974216][bookmark: _Toc226974231][bookmark: _Toc226974232][bookmark: _Toc226974233][bookmark: _Toc226974234][bookmark: _Toc226974235][bookmark: _Toc226974236][bookmark: _Toc226974237][bookmark: _Toc226974269][bookmark: _Toc226974270][bookmark: _Toc226974271][bookmark: _Toc226974272][bookmark: _Toc226974273][bookmark: _Toc226974274][bookmark: _Toc226974275][bookmark: _Toc226974276][bookmark: _Toc226974397][bookmark: _Toc226974398][bookmark: _Toc226974399][bookmark: _Toc226974400][bookmark: _Toc226974401][bookmark: _Toc226974402][bookmark: _Toc226974403][bookmark: _Toc226974404][bookmark: _Toc226974405][bookmark: _Toc226974406][bookmark: _Toc226974407][bookmark: _Toc226974408][bookmark: _Toc226974409][bookmark: _Toc226974410][bookmark: _Toc226974411][bookmark: _Toc226974412][bookmark: _Toc226974413][bookmark: _Toc226974414][bookmark: _Toc226974415][bookmark: _Toc226974416][bookmark: _Toc226974417][bookmark: _Toc226974418][bookmark: _Toc226974419][bookmark: _Toc226974420][bookmark: _Toc226974421][bookmark: _Toc226974422][bookmark: _Toc226974423][bookmark: _Toc226974424][bookmark: _Toc226974425][bookmark: _Toc226974426][bookmark: _Toc226974427][bookmark: _Toc226974428][bookmark: _Toc226974429][bookmark: _Toc226974430][bookmark: _Toc226974431][bookmark: _Toc226974432][bookmark: _Toc226974433][bookmark: _Toc226974434][bookmark: _Toc226974435][bookmark: _Toc226974436][bookmark: _Toc226974449][bookmark: _Toc226974450][bookmark: _Toc226974463][bookmark: _Toc226974464][bookmark: _Toc226974477][bookmark: _Toc226974478][bookmark: _Toc226974491][bookmark: _Toc226974492][bookmark: _Toc226974493][bookmark: _Toc226974725][bookmark: _Toc226974726][bookmark: _Toc226974727][bookmark: _Toc226974743][bookmark: _Toc226974744][bookmark: _Toc226974745][bookmark: _Toc226974746][bookmark: _Toc227224435]Addendum 1 Technical Functional/Product Requirements
[bookmark: _Hlk131429424]NB:  The bidder must confirm that they comply with the following Technical Functional/Product Requirements as indicated below as this will be legal contractual binding:
	No
	Service and Support (Milestones)

	1.1
	Hardware Requirements
· Queue​ ​Service
· Floor-standing​ ​Touch​ ​Queue​ ​Kiosk
· Queue​ ​Management​ ​Keypad​ ​with​ ​LCD​ ​Display
· Data​ ​Collection​ ​Service
· Ticket Printer
· 4G router + Data bundle
· Sundries (LAN Cables, HDMI cables, power supply, printing rolls etc.)

	1.2
	Functional Requirements:
Requirement 1:
Select a service from a selection of services relating to a specific site: The ticket system is capable of issuing a ticket based on the citizens requirements when visiting the specific walk-in centre. 

Requirement 2: 
Issue a ticket to the citizen: The ticket is issued directly to the citizen in the case of a self-service ticket issue kiosk or is handed to the citizen by the concierge / receptionist at the facility. 

Requirement 3: 
Categorise the service request and route to the correct queue. Based on the service / queue selected by the citizen, the system will queue the ticket number in accordance with arrival time. When the next available staff member is available to assist tickets of that nature, they will be called in turn of who arrived first for that specific service. 

Requirement 4: 
Agents is able to pick up service request and call citizen. As per requirement 3. Agents / staff are pre-assigned services / queues. 

Requirement 5: 
Citizen can select multiple types of service Citizens can select only one type of service / queue at a time. Should they require different services which are serviced by different queues and agents, their ticket may be forwarded to that queue when their initial query is resolved. 
Requirement 6: 
Once complete the agent can close the ticket at the end of the interaction, and should the citizen not require assistance from another agent, the ticket can be closed by the agent / staff member. 

Requirement 7
The citizen is requested to complete a short survey on the services received
Using the feedback pads in place at each counter, the citizen may be prompted by the agent / staff member to provide feedback on their experience.

	1.3
	Reporting Requirements
Requirement 1: 
The system is available to generate standard and configurable reports. The system generates reports per location, which is customised by the services available at this location as well as the number of agents / staff members present at this location. 
Requirement 2: 
The reports must be generated and emailed to a selected audience. Report automation takes place daily, weekly and monthly to lists of specified recipients per location. This is available in PDF format (for printing) and CSV format (for importing into Excel). 
Requirement 3: 
The reports must be available through an online Dashboard. Reporting is available using an online dashboard, where a user can select custom periods and download either PDF’s or CSV’s. 

	1.4
	Software And Training Requirements
· Depending on the site requirements, the service offering should include the software necessary to deliver the service to WCG and its citizens. The solution services include ticket issuing, Short Message Service (SMS) capabilities, a Wi-Fi token module, counter or agents’ lights, an online soft pad, a customer details module as well as smartphone alerting. The software required to guarantee these services should be maintained and updated on a regular basis to ensure the successful implementation of the solution 
· Moreover, the solution should include an Infotainment feature that will be managed by the service provider. The content of the infotainment module will be provided by the WCG for the purpose of educating citizens on the latest news, operations, and services provided by the various departments. The service provider should further assist by providing training and training manuals to staff on software, hardware, and processes to ensure that both the staff and citizen obtain maximum benefit from the service. In the case of First Thursdays, the service provider will provide technical training to a core team who will be responsible for assembling and setup of the mobile system every First Thursday of the month.

	1.5
	[bookmark: _Toc141883049]Connectivity Requirements
· If internet connectivity is required for the system, a 4G router, a GSM sim card as well as data bundles should be included as option in the service offering. This configuration ensures that the solution will have uninterrupted network connectivity which will be monitored and maintained by the service provider, should connectivity issues occur. Connectivity will be used to gather customer feedback, gather data for usage reports, update software and update infotainment modules.


	1.6
	[bookmark: _Toc141883050]Maintenance And Support Requirements  
· Maintenance and software updates should be conducted on all systems on a quarterly basis, followed by a report being issued, detailing any significant maintenance-related or operational issues that were experienced during the period, along with details of how any issues were resolved. The support services include telephonic and email support queries, System activity & status monitoring as well as callouts (Includes hardware refresh at contract renewal).
· Software updates to occur regularly or as needed.  Paper replenishment to the queue printer to be the service provider’s responsibility and included in the support and maintenance.  First, second- and third-line support to be provided for all permanent sites.



I, the bidder (Full names) …………………………………………………. representing (company name) ……………………………………………………………... Hereby confirm that I comply with the above Technical Functional/Product Requirements and understand that it will form part of the contract and is legally binding.

Thus, done and signed at ……………………………………. On this………day of……………….20…. 

……………………………….								
Signature
Designation:
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