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CONFIDENTIAL

P4. Service Category: Information Management

P4.1 Service Metric: Web Services

Otfering

This service
comprises the
astablishment
and
mamntenance
of the
website/s o
web
anpplications
50 that
content can
be published.

sarvices

1023_P ver 3.0

Ensure availability

. Website/Web

|

Urnit of measure

% RFSs completed

Ty text vhere

of Website and per; | togged Application 93% of calls to be within agreed time.,

::.vﬂn-og—_z Bv )ﬂ_‘ﬁﬂa m-ﬁﬂ map zﬂmagﬂﬁﬂ HQMO_(W.Q 2._3_5 n?@
| | resolution times

All links on the b} All links Menys, | | .

production server banners and _ i 8) MTT respond: 8

should be live at all navigation bars | Hours

bmes. * b) MTT Resaive: 48

Sefected _ ! Hours

navigational option |

used consistently _

throughout the _

_wabsite/s | . i = -
Added or improved _ All RFSs . Website/Web w % RFSs completed
functionality logged Application 95% of calls to be within agreed time,

| Enhancement | resolved within the
| resolution times
_ 8} MTT respond: 16
Hours
b} MTT Resolve: 60
| ——— | (N L  workingdays | o
2, V
T 74 PM av
Page 3 of 15



CONFIDENTIAL

T Au rFss

Document file | Delivery on the 3. Content | 85% of calis to be % RFSs completed
types following: iogged Management resotved within the within agreed time,
correctlyviewed in | a) pgf files resolution times

MS Internet a) MTT respond: 8

Explorer v4 or iater 2 .n..uw wﬂﬂnm a0 _ _ Hours

version. ¢} doc files | b) MTT Resolve: 48

Original source d t files | Hours

images to be kept | 9) XI5 and pot _

in 2 separate e} dntmil |

directory for future | f) Updated directory

use, structure _ _

Publishing content, | g) Grouping similar _

approved by the documents, |

chent content images and _

manager ) other web content

| _

a) Compliance Delivery on the | AnRFSs 4. Graphical 95% of calls to be % RFSs completed
with standards | following: logged Design & Layout ‘ resolved within the within agreed time.
file formats a) Graphic images | | resciution times

b} UNICODE | I Creative _ | @) MTT respond: 8 |
ISO/IEC _ Design - Hours _
10646-1: 2000 | Artwork b) MTT Resoive: 48
compliance. Design Hours _

c} _cﬂo of .minu. | #  Creative [
safe colour as Design - |
defined by the 7 Typographical | |
wic, _ Dasign _

.  Crestive » |
Design - | i _
I Colour and |
_ Site Identity _
Maintenance _
bj Ilustrations
c) lcons and
manipulsted ﬂ
_ phatographs to
suit and blend | _
into the overall _ !
theme of the I |
current website, _ _“
| 9) Style sheets | _

1023_P ver 3.0

VPM

Page 4 of 15




CONFIDENTIAL

Users are able to

12 months . Reporting ' 3y Manthly Report on wmm.ocn mo__ﬁ..nn
| operate the [ performance
systems efficientty. | against SLA within |
Quality Assurance 10 working days |
* of the new manth. _
|
b) Quarterly Report m
on performance _
against SLA within
18 working davs
{ o B of the new month. )
Comptiance with Report . Information 100% activities for | % activities
defined security Availapilicy Security this component 7 delivered.
standaros 1 Vulnerability delivered as per |
| Quality Assurance " Management project plan
| Incident and
1 Responsveness ~ Zequest 90% Egcatstions as
#_ and quality of | None Available Management: | per agreed ascalation | SQMMMM_“.%H:G"
| Service Desk _ Monitoring and procedure
! | escalation
| ﬁ . Incident _
$tnngement: | Avaliability of
néldle Reporting on 90% Avaiiabiity of | L
J nt / Request Norie Available performance Service Management | Incident/ Request
Escelations [ against ali Reporting Piatform ! vw%:..ﬂ.:nunam_,s
Incidents ana { 0 i
Request |
: I
Handling of 100% Delivery
complete None Available ® b : wwm,._h..ﬂwan against provided | % Delivery
acnuisition process Project Pian.

1023 _P ver 3.0

VPM

Page 5 of 15




CONFIDENTIAL

P4.2 Services Detail

Service Service < .
Service nee Sier i r ) ) Service Level

Sub Compamnent Service Dependencies
Category - ~omo . o SCrvIiCe mMeasures Metrics
. Category Description

Information | Web 1. Website/Welr | Ensure the Website s | Resolution time Each of the calls for 95% of calls to | 1. Documented and detalled service
Manacament | Services Appilcation | operational and enhancement per be resolved requests per e-mail, logged via ARS
| Maintenance | available to users and priority have specified within the or call tracking system.
all funcpanality resolution tunes which resolution 2. Timiely approval by the client of
ogerational, are rolled up across all times auotations/oroposals, before SITA
priorities and a) MTT respond: can commence with the @.wx..
Maintaming site | un;a.‘ﬁnwn:nn is 15 Hours 3. v3<“w_8= awﬂ. m.wanﬁ__‘. cu...wqm ..Mnc:u:_n:n
structure and measured » a , specifications by the chent content
maintaining site caiendar month b) uw_‘q—.._”“ﬂ“o_<ﬂ. manager (this can be drawn up with
navigational system, the assistance of SITA),
4. The reguiar provision by the dient of
Action: e.n.w_zwu non_wn%:p n order to keep the
) site undated,
m w“nwnnnmmn Nﬁuam.a %s 5. Delivery according to contracted {
coming off the Home baseline on the following:
page only. a) Forma: quotations/proposals
[ | ' where required
b} Added functionatty to the
| website
| m ¢} Swned Acceptance certificates
e L | d) Updated documentation.
Information m Web 2, Website/Web T..wwmxm that are Resolution time Each of the calis for 959% of calis to 1. Documented ang detailed service
Management | Services Application reguired to make enhancement per be resolved requests per e-mall, logged via ARS
| Enhancement changes to the » friority have specified within the or call tracking system.
‘ existing software as a resolution times which resolution 2. Tmely approval by the client of _
| resuit of changes are rolled up across ali times quotations/proposals, before SITA
| the operational priorities and 2) MTT respond: can commence wikh the task
_ @ﬂ<_333@=4 o performance is 16 Hours : 3. u_.oiw___o: of u..wa(aﬁﬂ.%m%a requirement |
nfrastructure measyred 'n 8 , specifications ient content
i changes. calendar monti bl MTT Resolve: manager (¥his can be drawn up with
60 working the assistance of SITA).
. . _ davs 4, The regular provision by the chient of
Adaptive changes _ guality content in order to keep the
nclude changes sue undated.
_ required with
m ungrades of software.
— = |

1023 Pver 3.0 VPM Page 6 of 15
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Service e J . =Timtid

Component

| Pectective changes
_ nclude changes due
' to change business
rules or
_ reguirements,
— Action:
*Applirable to
_ change/ task where
| effort is Not greater
| thar 18 nhours. _
| Infarmation | Web 3. Content i Docurnent fAle types Resolution time Each of the calls for 95% of calls 1. Documented and detailed service {
| Management | Services Management correctly viewed in content management to be rescived requests per e-mall, logged via
_ the browser. per priority have within the ARS, or cafl tracking system
_ specified resolution resolution 2. Avaiisbility of a client project officer
. Action. times which are rolled times and/or content manager
uarterly check for up across all prioritles . | 3. Twnely approval of content by the
MWE Emwuﬁ .e:\w and performance is 2 w;w‘_mwwmﬁ:m. client, prigr to publication on the
browser compatibliity. measured in a MTT Resolve: production site
calendar month b) €S0IVE: | 4. The number of high, medium and
72 Hours tow priority requests nandled in a _
specific time pertod depends on thelr
| natyre and complexity,
Information | Web 4. Graphica) Undate and Resolution time Each of the calls for 95% of calls to | 1. Documented and detailed service
| Management | Services Design & Layout | publishing website content management he resolved reguests per e-mall, logged via ARS,
[ | content o BEr priviily have 5 within the or call tracking system |
| wv Design of Artwork spucified resolution resolution | 2. Availability of a client project officer
_ i} according to times which are rolled times: and/or content manager
theme defining a up Beroas alf priorities a) MTT respond: B 3. Timely approval of content by the
unique corporate and performance s Hours : dlient, prior to publication on the
‘ dentity for the mesasured A a 9 i production site
' r client website calendar month h) MTT Resolve: |,  The number of high, medium and
b) Design of Style __ 48 Hours iow priority requests handled in a
I sheets defining specific time pericd depends on thei
_ “ headings, body ﬁ nature and complexity. _
i text, pulleted lists, |
“ typefaces and
_ ! forits
£) Maintenance of
; | site identity i o
1023 _P ver 3.0 Page 7 of 15
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LoOmponeani

providing unique
corporate look and
feel throughout
the website

CONFIDENTIAL

| Information
Management
|

__

Web
Sarvices

5. Regorting

Write report to the
client,

Report

Timely submission of
application
maintenance
monthiv/quarteriy
reports,

&) Monthly
Report on
performance |
against SLA
within 10
workting days
of the new
month,

b) Quarterly |
Report on
performance
against SLA
within 15
working days
of the new
month.

[
.

Sainy

Avallability of critical STTA
resnurces/siills

Availability of the Client
Client accentance of report.
Client approval on report.

m information
Management

|
_
|
_
h

Web
Services

6. Information
Security
Vulnerabliity
Management

Information  security
vulnerability
management is the
oro-active and
preventative activities
o minimise  any
vulnerabilities and
possible  risks  from
| negatively impacting
business activities.
SITA uses A
comprehensive

* integrated program to
detect, classify and
report on

%% activities
delivered

Rerformance in
percentage against
the project activities
met

300% activities w i.
for this 2.

component
delivered as per
project plan

Availability of client for resources.
Access to the client environment

1023_P ver 3.0

VPM

Page B8 of 15
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Lomponent

vulnerabilities  within

the information
systems
infrastructure to
ensure the
confldentiality,
integrity and

avsiiability there-of is
attained,

it also includes the
practise of
identifying,
claseifying,
remeciating, and
mitigating
vulnerabilities.
Information Security
yvulnerability
management,

| comprised of

vulnerability
assessment,
configuration
compliance scanning,
and remediation
support. is an
important IT security
function.

Action:

Monthiy vuinerability
assessments;
*Remediation of
vuinerabliity where
effort required is Not
greater thar 16 hours
per task,

CONFIDENTIAL

i FVIC ¢ Dopindenc e

“information |

7. Service Desk ¢
Calt Answaring

The handling of
agreed inbound
commustication
channely within
acceptable response

Responsiveness
and guality of
Service Desk

Number of calls
handled that have
breached 20 seconds
before being
answered) / Totat

a) 80% of calls | Level of users’ participation in the
handied in 20 | survey to obtain a reasonable sample.
seconds over
a period of

1023_°P ver 3.0

Page 9 of 15
VPM 5



Service

5
Category

Category

Service

Component

COMNFIDENTIAL

ST VICE

Measures

Definition of

SErvice meaasures

FETVICE Levysi

Metrire

times and quality number of calls one calendar
! tevels. recefved for the month.
| calengar month by 80%
Action: {within stipulatea satisfaction
“ Check call logging service hours.) Levels, re.
and process {Inbound
| vongurive to the caills}
_ proviging an effective
SOrvIces.
Information | Web 8. incdent and Impiementation of Incident / Request | % of automated a) 90% As pec agreed scope of the escalation
Management | Services Request the Incident/ Reguest | Escalations escalations carried out escaiations ag | procegure enabled by the Customer
Management : Maragement process as per agreed per agreed and/ar Ard Parties.
Monitorina and supporting effective gscalation procedure. escalabon
“ escalation monitoring and procedure
escafation as deflneg
| by the escalation
[ procedure with the
Customer,
fnformation Web 9, Incident Provision of Incident/ | Availsbility of Provision of sccessto | 8) 90% Customer and/or 3rd Parties must have
Management | Services Management : | Request Management | Incident/ Reguest automated reports on: Availability internet access.
Reporting on | reports on the Manggement al Mean Time o of Service
performance | performance of all Performance Resolve (MTTR} Management
against all | Technical Support Reports Ber service Reporting
Incidents and | snvironments. t nd Platform
_ Reguest _ s widis
_ priorty
_ | » | B} MeanTimeto
| Respond (MTTr) e
_ per service
_ I categorv and
| | priority A

Note:
*Tasks requining more than 16 hours effort each will be freated as time and materials and costed accordingly. Such wili be guoted for and actioned upon acceptance thereof.

1023_P ver 3.0 Page 10 of 35

VPM



CONFIDENTIAL

P5. Roles and responsibilities

Sorvice Suly Category
| Web Services 1. Ensure avaiabllity of knowledgeahle resaurces 1. To pravide knowledgeable resources and ensure their
2. Ensure correct service requirement deflnition and contracting continuity.
thereof, 2. To provide relevant information reguired for service
3. Service delivery according to reguirements. delivery timeously.
4. Solution implementation and maintenance.
5. Feedback and/or reporting.

e ——— - e s —

a VPM
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CONFIDENTIAL

P6. Pricing (Fixed)

P.6.1 Monthly Cost - Fixed Pricing (Including VAT)

Service
Category Cost per Month Cost per Month
/ {Excluding VAT) {(Inciuding VAT)
Priority

Measurement
criteria /
Target

Service / Service Elements Service/Support
Application and deliverables Avallability hours

1. Maintenance a) Service Resolve: eight
2. Enhancement Availability: 24 hours. (subject to
3. Content hours reclassification or
management b) Service support: | negotiation by
4, Graphical Design & Business hours SITA web
Layout (07h45 to 16h30) | manager.)
Reporting
Intranet and 6. IS Vuinerabili . R8 737,12
Internet Website Bmzm_mwamaq M) ury R10278,97
{Annual and On
Demand
assessments &
remedial action
where possible
within the
budgeted hours) - wo|

b

Note:
Notice of the request must be given the day before. Resolve time 8hours unless if request is any time from Spm onwards then the resolve is by 10am next maorning. This is specifically for
content management.

1023_P ver 3.0 Page 12 of 15



CONFIDENTIAL
P.6.2 Service Management Costs (Including VAT)

Service Element / Cost per call Annual Cost
Application RESSHICRS (Including VAT) (Including VAT)
Service Management Call centre agents R76.00 R76.00 * number of calls logged.

Note:
The above pricing is only applicable when the helpdesk is used. Billing will be based on number of calls logged.

P.6.3 Annual Recurring Costs (Including VAT)

. Year 1 Year 2 Year 3
Service / Application (2022-2023) (2023-2024) (2024-2025)
Web Services )
(Excluding service R123 347,62 R129 515,00 R135 990,75
management cost)

Note:
The above annuai price escalation is based on the estimated 5.8% CPI price adjustment.
The above costing excludes the ad hoc costs and excludes SMC costs.

1023_P ver 3.0 Page 13 of 15
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CENTRAL SUPPLIER

02 Jun 2022 08:29:18 951 AM-
DATABASE

phumlilgmadondo@lanedtea.gov.za ;
— A

Tips and Frequently Asked Questions (FAQ)
Identifier

CSD cannot electronicaliy verify the identity of a supplier ather than a South African Individual / Sole Proprietor (through Home Affairs) or a company
registered at the Companies and Intellectual Property Commission (CIPC). For this reason, a disclaimer is displayed for supply chain praciifioners to
obtain supporting documentation to verify the identity and legitimacy of a supplier in these cases.

Bank

For help on how to resolve bank faflures dlick here: | received an email stating the bank information | captursd on the CSD was sent for bank accourt
validation and couid not be validated. The response received from the bank contains an efTor message.

The various possible error messages received from the bank are highSemiBolded in red. Search for the applicable message and follow the detaifed steps
associated with that error message.

Tax

Tax Compliance Status
For help on how to deal with tax status differences between CSD and the tax clearance certificate click here: Whal should a supplier do if the fax
status on CSD difference from the tax clearance ceriificate?

Tax Compliance Expiry Date
For help on how to deal with tax status differences between CSD and the tax clearance certificate click here! _How does CSD determine the fax
compliance expiry date?

CIPC

Shouid the director/member information reflected on the CIPC registration report differs to that reflected on CSD for help click here”_The active
£ [ Di embers screen a car af CIPC, ho ify this?

] B

State Employee

For more information pertaining to government emplayment status click here:
employee?

BBBEE

CSD does not automatically verify all certificate information with the various accreditation bodies. Organs of Stale are required, where not aufomatically
verified by CSD, to manually verify this information with the appficable accreditation body as per current pelicies and procedures. Expired certificate
information do not reflect on the report.

Print Date: 6/2/2022 8:29:18 AM

“aies national treasury

@‘. Depariment
! £ ational Treasury .
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