[bookmark: _Toc111800346]Annex B – MDMS Questionnaire
Tenderers submitting a proposal for the MDMS are to complete and submit a signed copy of the questionnaire below. 
	
	Question
	Supplier Response

	1.
	Describe the technical support available for the MDMS in South Africa.
	

	2.
	Describe the support methodology. Do you assign a single technical account manager to the account, or do you use a contact centre approach?
	

	3. 
	Describe the availability of the technical support, and the access methods (08h00-17h00, 24 hour, Help Desk, Web Site, etc).
	

	4.
	Should you be a reseller/local agent of the system, describe in detail the support provided to you by the OEM, including training, technical support, escalation support and direct access to the vendor by the Eskom.
	

	5.
	The Supplier shall provide a full life cycle product support service by describing the following:
· Support concepts and programs
· Support levels/tiers and contracts
· Type of service desk support 24/7, 12/5, etc
· Guaranteed response time for action and resolution including priority response services, etc.
· Support mechanisms and/or resources that are built into the products including remote diagnostics, on-line technical problems, knowledge base for clients, on-line self-service for problem submittal and user community.
· User groups
· Support skills transfer strategy
· Support call response time (remote and on-site)
	




	6.
	Suppliers are required to provide proof of the required support functions.  This shall be a list of all technical staff i.e. number of OEM and business partner technical support staff, their respective roles (support technical specialist, software engineers/programmers etc.) and a short CV of each of the technical staff.
	

	7.
	Suppliers are to provide a list of utilities/companies where the system has been deployed both locally and internationally.  Suppliers are to provide a list of references including customer names, location, type of system deployment, industry, and number of metering points. 
	

	8.
	Suppliers are to provide their product roadmap for the next 5 years with details of future planned upgrades/releases
	


Declaration
I confirm that the responses indicated in this questionnaire are true and can achieve these requirements for the offered product to Eskom. 
Name of Company Representative:	_________________________________			
Signature: 							_________________________________
Date: 								_________________________________

