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CONFIDENTIAL

Annex H:  Mainframe Hosting Service

H1. Service Classification

Mainframe Hosting Service is classified as Managed Infrastructure in terms of the SITA Services Catalogue and as a
mandatory service in terms of the SITA Act.

H2. Reference(s)
1845_H ver 2.0

H3. Benefit Statement

Value statement

Aspect of business challenge

Statement
An increase of volumes resulis in a
lower price per unit
An increase of volumes results in a

1| Economies of scale based on volumes (storage) | Price

2 | Economies of scale based on CPU utilisation Price . .
lower price per unit
Economies of scale over shared capability Shared capability for multiple
3| {licensing, resources, technology, facilities, Price customers results in lower unit cost
scalability) based on sharing
; Business Recovery of information System
4 | Recovery of data (System failure o L .
v (Sy ) Continuity data within contracted timeframes
. Business Recovery of information System
5 very of data (Disaster recov L R .
Recovery o a (Disaster recovery) Continuity data within contracted timeframes
6 Elimination of duplication of secure Data Centre | Elimination of Secure, controlled and shared Data
facilities duplication Centre environment
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H4. Service Category —Configured Service

H4.1 Service Metric: Mainframe Hosting Service

Managed Infrastructure

Service
Offering

Service Description

Configured Service

Basic features

Managed Deta Centre for hosting of 10T
infrastructure.

Additional
features
reguired

Workload

Service Components
Contra

eted

Measurement

Metric

unit of measure

2. Hosting platform together with its operating
system environment.
Hosti id . h Connectivity of mainframe to SITA WAN and
. osting provides capacity an the data centre network infrastructure.
information technology 5 N
. 4. Disk storage capacity and management
infrastructure (hardware and thereof.
software) in terms of storage, K § . d
. 1 e
backup, servers, network 5 Bacl u.p and recovery infrastructure an Syst.em“ Monthly System Availability .
itches, DBMS, lication enabling software. None Availability (24X7 of 98% % System Availability
5‘1"' P 5 d y atpp catio 6. Management tools: Capacity, Security, Available Service]
platforms and systems Configuration, Tape Library, Automated
management software. .
Scheduling.
Thi bility h i 7. Administration: Technical Administration and
dls Fa.pta |t|ty asda prepara mn; support of all infrastructure components.
Mainf @ mml:s s :n ad" ma;agemen * | 8. Manage the service offering according to
H a|:\' rame usis-r.s‘ ppo ar: dreP,(:h ;tng approved Service Management Framework.
losting activity associated with it 9. Web Services Administration and Support.
The collective capability enables (Optlfnil) -
information technology systems 0.0 > N 1t Systems: Rep L4
by means of Hosting Services for storing transactional data. None 2. Database Monthly Database Availability | % Database
defined as Mainframe 11. Database Administration and support. Available Availability of 98% Availability
e y . 12. Database Backup and Recovery.
Application Hosting {proprietary, 3 Di R T'
open source). 1. Failover infrastructure for: . isastenRecovery L Re?°"*‘:"’ Ime
- {Warm: Passive Objective: & hrs 1. Hours
a.  Hosting platform . I
None DR for all service 2. DRTesting:
b.  Storage platform ! .
Available components) Twice a year 2. Numberof DR
c.  Backup platform Tests
2. Remote Mirroring. | |
T i d i d i
N hand'lmg' of agree mbo,un. : 1. 80% of calls handled in Responsiveness and i
communication channels within . " . None 4. Service Desk: Cali ’ )
table response times and 1. Responsiveness and quality of Service Desk Available Answerin 20 seconds. quality of Service - |
accep! esp Ting 2. 80% Satisfaction Levels Desk
quality levels.
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Implementation of the Incident/
Incldent and |
Request Management process Request
i X e . B N
supporting 'effectwe monitoring 2. Incident / Request Escalations Nar{e Management: 90% Escalatloqs as per Inmden_t / Reques |
and escalation as defined by the Available A agreed escalation procedure Escalations
R 8 Monitoring and
escalation procedure with the . I
escalation
Customer.
Incident
Management: . 90% Availability of
Provision of Incident/ Request Re orfin . ! Servic; Mana ‘(/emenl
Management reports on the 3. Availability of Incident/ Request Management None # 8 § N Platform Availability
" performance Reporting Platform |
performance of all Technical Performance Reports Available againstall
Support environments. incidents and h
Request
95% of calls will be i
responded to within |
response times rolled up
across all priorities as follows, |
MTTr
Mainframe MTTr/ MTTR a. Critical: 2 Hrs 1
Hosting (Mean time taken | b. High: 4 Hrs
to respond / ¢. Medium: 8 Hrs
Resolution ofcallf logged by users - o Nene resolve) calls d. Low: 16 Hrs‘ %Respond and
through defined inbound 4. Responsiveness to incidents and requests . logged for 95% of calls will be resolved .
N Available N e L Resolve times
communication channels supportina within resolution times rolled

calendar month
during business
hours.

up across all priorities as
follows,

MTTR:

a, Critical: 4 Hrs

b. High: 8 Hrs

¢. Medium: 16 Hrs

d. Low: 24 Hrs
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H4.2 Service Detail

Service
Category

Service Sub

Category

Service Compongant

Service Component Description

CONFIDENTIAL

Service Measures

Definition of service
measures

Service Level Metrics

Dependencies

Hosting Mainframe 1. System Managed Data Centre: Physical Service LA FESOrTNE On Service Availability: Production application systems shall be available as
Hosting Availability location for hosting of ICT Availability nere-van ability 24X7 specified in Service Level Metric, except for:
infrastructure. 2. System 2 System Availability: a. Scheduled downtime as negotiated with the
Network: SITA WAN and any data Availability 98% Application Owner (the Application Owner will
centre network infrastructures. notify their users of scheduled downtime). The
Starage: Physical storage space Application Owner will be informed atieast 48
required. hours in advance of any scheduled downtime.
Backup and Recovery; Backup and b. Unscheduled downtime in cases of emergency.
recovery infrastructures and enabling 2. Extended service hours
software. a. When essential, the availability of services with
Hosting Platform: Provide the server regard to production application systems
hardware together with its operating additional to the times specified in this SLA may
system environment. be requested by the Application Owner via the
Management tools: Capacity, Security, togging of a call at the SITA Service Desk.
Configuration, Automated Scheduling, Requests for extended service hours shall be
Tape Library Management. requested via the Application Owner at least 48
Administration: Technicat haurs beforehand {the notice period may be
Administration and support of all shorter in cases of emergency) and will be
infrastructure components. authorized by SITA should it be acceptable.
Manage the service offering according
to approved Service Management
Framework.
Web Services Administration and
Support. {Optional}
Hosting Mainframe 2. Database Database Management System: Database Availability Monthiy SLA reporting on Database Availability: 98% | 1. Database availability is subject to the operational
Hosting Avaitability Repository for storing transactional Database availability per month requirements of the Application Owner.
data. 2. Databases shall be available as specified in Service
Administration: Database Level Metric, subject to dependencies of System
Administration and support. Availability.
Backup and recovery: Databases.
Hosting Mainframe 3. Disaster Failover host platform for: 1. Recovery Time 1.  Warm:PassiveDRfor | 1. RecoveryTime 1. Connectivity from client site to DR site.
Hosting Recovery a. Hosting platform 2. Conducting DR all service Objective (RTO} :8hrs | 2. Client participation in DR tests.
b. Storage platform Tests components 3. Downtime for DR tests approved by Application
[ Backup platform 2. Bi-annual reporting 2 Testing: Owners.
Remaote Mirroring for DR Testing Twice a year 4. RTOmeasurement to start upon declaration of a
disaster.
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Service Sub

Category

Service Component

Servica Component Description

CONFIDENTIAL

Service Measures

Definition of service
measures

Service Level Metrics

Dependencies

Hasung Mainframe | 4. Zerwce Desk: Call | The handling of agreed inbound Responsiveness and Numiz=s of calls hardied B0 of calis handied (0 | Users participating in the survey to obtain a reasonable
Hosting Answering communication channels within acceptable quality of Service that have breached 20 20 seconds over a sample.
response times and quality levels. Desk seconds before being period of one calendar
answered) / Total number month.
of calls received for the 2. 20% Satisfaction
calendar month {within Levels, i.e. (Inbound
stipulated service hours.) callsy
Hosting Mainframe 5. Incidentand Implementation of the Incident/ Request Incident / Request % of automated escalations | 90% Escalations as per As per agreed scope of the escalation procedure
Hosting Request Management process supparting effective Escalations carried out as per agreed agreed escalation enabled by the Customer and/or 3rd Parties.
Management: monitoring and escalation as defined by the escalation procedure. procedure
Monitoring and escalation procedure with the Customer.
escalation 1
Hosting Mainframe 6. Incident Provision of Incident/ Request Management | Availability of 1. Provision of access to 90% Availability of Service Customer and/or 3rg Parties must have internet access.
Hosting Management: reports on the performance of all Technical Incident/ Request automated reports on Management Reparting
Reporting on Support environments. Management a. Mean Time to Platform
performance Performance Reports Respond (MTTr) per
againstal service category.
Incidents and b. MeanTimeto
Request Resolve {MTTR) per
service category.
Hosting Mainframe 7. Service Support Resolution of calls logged by users through Responsiveness MTTr /MTTR {Mean time 95% of calls will be Users must log a call for support via the support pracess
Hosting defined inbound communication channels taken to respond fresolve) responded to within
calls logged for supportin a response times rolted up
catendar month during across all priorities as
business hours. follows,
MTTr;
a. Critical: 2 Hrs
b. High: 4 Hrs
<. Medium: 6 Hrs
d. Low: 8 Hrs
95% of calls will be
resolved within resolution
times refled up across all
priorities as follows,
MTTR:
a. Critical: 4 Hrs.
b. High: 8 Hrs
¢. Medium: 16 Hrs
d. Low: 24 Hrs
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H5.

Description

CONFIDENTIAL

Roles and responsibilities

Responsibilities

System . Operate, manage and maintain ICT infrastructure. Report all incidents (calls) and service requests to the SITA Service Desk via the Toll free number
Availability 2. Manage the refiability of the service to such an extent that unplanned service interruptions are (0800 11 55 75).
minimized at all times. 2. Report all service requests for transversal systems implementation directly to the Application
3. Plan and coordinate hardware installations. Owner in writing.
4. Manage operating system installations, configurations, new versions, testing, adaptation and 3. Advise the Application Qwner for transversal systems of significant changes in usage forecasts and
deployment by following fermal change control processes. of changed/new service req deviating from capacity planning forecasts.
5. Configure and install third party system software products. 4. Provide approval to SITA within requested time frame for change control to be implemented as
6. SITA will take reasonable measures and precautions to protect Client data from una uthorised, requested from time to time.
accidental, or malicious modification, destruction, and disclosure. However, SITA will not take the 5. Perform acceptance tests after install of new soft releases as req d by SITA.
responsibility for the loss or theft of data that has occurred due to client involvement or negligence. | 6. Rules of access for applications are defined by the Client and/or Application Owner.
NO penalties will be payable in the event of such loss or theft. 7. Client is responsible for permitting of access to applications and data, based on defined rules of
7. Manage access to the mainframe systems via the RACF Security Server environment, in accordance access.
with standards defined by SITA. 8. Management of Client user profiles.
8. Provide access to applications based on defined rules of access, upon receipt of a formal request Q. If the Client is the Application Owner, the Client may choose to create its own rules for automated
from Client's security administrator. scheduling. In such cases, the Client will be responsible for the correct functioning, management
9. Adherence to applicable security and Auditor-General requirements as may be set from time to and maintenance of such rules.
time. 10.  Provide SITA with growth roadmap.
10.  Assisting the respective Application Owners with forecasting and planning for the capacity 11.  tnform SITA in writing in the event of decommissioning a service.
requirements. (where applicable} 12.  Provide SITA with correct Web Services Application and configuration requirements for deployment
11.  Ensuring the availability of information as and when needed by the Client. to WebSphere. (Optional)
12.  Execution and implementation of job schedules in accordance with the requirements of the 13.  Comply with technical standards recommended by SITA, as described in document eSDHS-00450
Application Owner. (where applicable} Mainframe Technical Standards for Clients.
13.  Notify the Application Owner with regard to the failure of jobs executed by SITA in accordance with
job schedules. {where applicable)
14. Create, manage and maintain automated scheduling rules in accordance the requirements of the
Application Owner.
15.  Ensuring the availability of adequate disk space to cater for projections made in the applications
systems capacity plan (where applicable).
16.  Deploy Client's Web Services Application to WebSphere in accordance with the requirements of the
- Client. (Optional)
Database 1. Manage the system database administration process within a formal documented procedure. 1. Report all DBMS related incidents and requests to the SITA Service Desk via the Tol! free number
Availability 2. Perform data integrity checks as requested by the Client. (0800 1155 75).
3 Provide backup and recovery for Applications owned by the Client, in accordance with the Client's 2. Provide approval to SITA within requested time frame for change control to be implemented as
requirements. requested from time to time.
4. Provide risk/impact analysis of new or changed operating systems and database management
systems.
Disaster 1 Develop DR Plan together with Application Owner (where applicable}. 1. Participate in DR testing as and when requested by SITA.
Recovery 2. Maintain DR Plan.
| 3. Schedule, manage and perform DR Tests.
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H6. Pricing
Mainframe Application 2023.3/2024 2024'1/2025 2025/2026 202§/2027 202?/ 2028
Project Estimate Estimate Estimate Estimate Estimate
PRCOP BAS R 11 493,10 R 12 125,22 R12 792,11 R 13 495,68 R 14 237,94
PRVO7 BAS R 53 598,68 R 56 546,61 R 59 656,67 R 62 937,79 R 66 399,37
PRV27 BAS R 101 124,45 R 106 686,29 R 112 554,04 R 118 744,51 R 125 275,46
QZVR1 LOGIS R 104 901,40 R 110 670,98 R 116 757,88 R 123 179,56 R 129 954,44
AAPF3 PERSAL R 33 070,99 R 34 889,89 R 36 808,83 R 38 833,32 R 40 969,15
BAPF3 PERSAL R 5030,63 R 5307,31 R 5 599,21 R 5907,17 R6232,06
SUBTOTAL PER ANNUM R 309 219,25 R 326 226,30 R 344 168,74 R 363 098,03 R 383 068,42
PLUS: 15% VAT R 46 382,89 R 48 933,95 R 51 625,31 R 54 464,70 R 57 460,26
TOTAL PER ANNUM R 355 602,14 R 375 160,25 R 395 794,05 R 417 562,73 R 440 528,68
Notes:

1. Pricing reflected is only an estimate and have been based on an average monthly usage. The pricing has also been converted
to a twelve (12) month period to provide an estimate price per annum. Actual pricing for services rendered will be reflected
on the monthly invoices.

H7. Penalties
No penalties apply.

H8. Dependencies and constraints

H8.1 Dependencies:

1. Database availability is subject to the operational requirements of the Application Owner.

2 The service level shall be revised in consultation with the Application Owner if an impact analysis of a newly required
application indicates that adding the application may affect the response time.

3. Non-routine batch jobs and abnormal transaction loads not specified in the capacity planning inputs obtained from the
Application Owner.

H8.2 Constraints:

1. Unplanned increases in the number of users and transaction volumes. This shall not deter SITA from doing proper planning
with inputs obtained from the Application Owner.
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H9. Certification:

We hereby certify that this Annex covers the full extent of the Mainframe Hosting Service as required. We further accept the service
and the price accordingly.

This Annex shall be effective from 1 October 2023 until 30 September 2028.

Thus done and signed at lL“wquM onthis_#=_day of OA s 2023
v ./
Signature: ( %

~
Full names: ) vad v &L ldse lir

On behalf of Northern Cape: Office of the Premier
And duly authorised thereto

Thus done and signed at Pretoria on this 16" day of

. \.‘:_\E':-' - _I,'d.\\:,'.; -
Signature: i "

AY

Full names: Martha MM Steenkamp
On behalf of State Information Technology Agency SOC Ltd
And duly authorised thereto
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CONFIDENTIAL
H9. Certification:

We hereby certify that this Annex covers the full extent of the Mainframe Hosting Service as required. We further accept the service
and the price accordingly.

This Annex shall be effective from 1 October 2023 until 30 September 2028.

Thus done and signed at (L"MM onthis _#=_day of Qf&-éﬁ 2028

Signature: %{
iy

S

Full names: _G_\,M 1 ﬁtl{ube l~
On behalf of Northern Cape: Office of the Premier
And duly authorised thereto

Thus done and signed at Pretoria on this 16" day of

.

Signature:

‘%"’?}‘X—t’iﬁ“'\} L

Full names: Martha MM Steenkamp
On behalf of State Information Technology Agency SOC Ltd
And duly authorised thereto
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