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	SOUTH AFRICAN LIBRARY FOR THE BLIND (SALB)

	Bid Number 
	RFQ-001-2025
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	Internet Service Provider for the provision of internet connectivity at SALB
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REQUEST FOR PROPOSAL: 
INTERNET SERVICE PROVIDER FOR THE PROVISION OF INTERNET CONNECTIVITY SALB
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TECHNICAL SPECIFICATION

1. BACKGROUND

The South African Library for the Blind (SALB) is a Schedule 3A public entity. SALB is based in Makhanda formerly known as Grahamstown in the Eastern Cape Province and provides Library services throughout South Africa to blind and visually impaired people.
	
The SALB is the only library for the Blind on the African continent and was initiated by Josephine Wood in Grahamstown in 1919. Over the years the library developed into a recognized South African National Library for the Blind with more than 7 000 members, a book collection of more than 12 000 titles and a circulation of more than 125 000 items per annum. 
	
The current SALB business model relies heavily on Information Systems (IS) and Information and Communication Technology (ICT) to reach its target market. Therefore, ICT plays a key role in SALB’s daily operations and long-term strategic objectives. 

SALB must ensure that these resources are protected in line with the approved SALB Information Security Policy, which prescribes that an ICT Disaster Recovery Plan and ICT Business Continuity Plan will be maintained and tested regularly for all mission critical information, applications, systems and networks of SALB.
 
Information security and integrity, data privacy and protection, information access, cybercrime, ecommerce, electronic signatures, electronic contracts and legal disclaimers are critical considerations for SALB’s ICT environment and its effective operation. SALB must therefore be poised to respond to any data corruption, recover within predetermined target times, and keep critical business applications available to run from an alternative location in cases of a disaster.

2. OBJECTIVES

Like other organisations, SALB has become increasingly reliant on Information and Communications Technology (ICT) and computer Information Systems (IS) as a vital part for the execution of most of its business processes. These computer information systems and ICT are an integral part of SALB, and most of its business processes depend on ICT and IS for their day-to-day functions. Therefore, it becomes imperative that these systems function efficiently and effectively without excessive interruptions. 

ICT strategic objective:

· To provide economical, secure and effective ICT solutions to support SALB internal business operations and processes
· To provide an agile platform to enable SALB to deliver its services, programmes and product.



3. PURPOSE

The purpose of this tender is to appoint a suitably qualified service provider to supply, install, configure, commission, and maintain a scalable internet connectivity service to SALB offices located at 112B High Street, Makhanda (formerly known as Grahamstown), 6140.

4. REQUIREMENTS

The successful service provider will be required to provide SALB with the following: 

a) Provide dedicated internet access (DIA) service through a dedicated bandwidth. 
b) The SALB Office and the hosted SALB systems and services will share Internet connectivity.
c) Ensure that provided services are monitored 24/7/365. 
d) Enable the SALB ICT team to have access to comprehensive monitoring (e.g., utilisation, status, quality, uptime, and performance) dashboard with clear indicators for all the connected endpoints and monitored users.
 e) Alert the SALB nominated staff of any warnings, faults, and alarms via SMS, e-mail, etc. 
f) Monthly and quarterly reports must be provided to SALB Senior Manager: ICT to report performance and cybersecurity vulnerabilities.
The reports must include a minimum: of uptime, utilisation; and performance against Service Level Targets, including any cyber threats attempting to gain access to the SALB perimeter firewall and network. 
g) A service manager or account manager must be allocated to SALB to handle all service-related queries and escalations. 
h) Implement, support, and maintain with an existing FortiGate 60F firewall.
i) The appointed service provider is expected to plan and conduct the installation of the project with minimal impact on daily SALB operations and business interruptions. 


5. TECHNICAL SPECIFICATIONS 

The appointed service provider will provide uncontented, unshaped, and uncapped Internet Service Provision for the SALB offices. The service is expected to be highly scalable and reliable, with no less than 99% overall uptime supplemented by a secondary failover connection. The appointed service provider shall provide all the required hardware, software and other services required, which includes but is not limited to the following: 

a) A dedicated Metro fibre (or equivalent) leased line with a minimum bandwidth of 500 Mbps for both upload and download, ensuring a 1:1 contention ratio. This 1:1 ratio must be consistently maintained, guaranteeing equal data rates for both downstream and upstream traffic, with no more than a 2:1 bandwidth contention for internet access

b) the appointed service provider will be expected to provide a separate connection from the primary connection through fibre optic or an equivalent Microwave connection. The internet traffic must automatically be routed via the secondary link if the primary link fails.


c) Service reliability must be ensured. Overall uptime should not be less than 99%. 

d) All necessary hardware (must be purchased outright and become property of SALB, unless agreed otherwise by service provider), cabling, and software (if required for Internet service) should be provided, and setup costs should be included in the offer. Addition Services – To be provided on an ad-hoc basis (SALB may opt to add these services anytime during the contract period).

 e) Allow for future remote branch connectivity. 

               [image: ]
               Backup/failover line
               
	Quantity
	Product/Service
	Price per month
(VAT inclusive)
	Total Amount
(12 months)
	Total Amount
(36 months)

	1x
	200Mbps Download and 
200Mbps Upload Secondary Link
	[insert price]
	[insert total for 12 months]
	[insert total for 36 months]




6. SERVICE LEVEL AGREEMENT

 Maintenance must be included in the Service Level Agreement for a period of 36 months which must cover all aspects of the solution, including hardware, software, data, and service support. 

6.1 The SLA must make provision for the following: 

a) 500 Mbps download and 500Mbps upload dedicated uncontended internet access 
b) Provide fail over internet access on two separate telecoms providers
c) Support and Maintenance call centre 24/7/365. 
             d) SMS or e-mail notifications alert SALB ICT staff of errors, faults, warnings, and alarms. 
e) Allocated account and service manager.
f) Escalation procedures with contact details. 
g) Required uptime for provisioned services; and
h) Response and resolution times for events and service requests. 

6.2 Required Uptime MTTR (mean time to recovery, repair, respond, or resolve), MTTF (mean time to failure)

a) Any fault that impacts on connectivity services (electrical supply, physical security breaches, lightning) 2 hrs to 4 hrs
b) Any fault that impacts both WAN links (excluding cable breaks) 2 hrs to 4 hrs 
c) Any fault that impacts one of the WAN links (excluding cable breaks) 1 hrs to 2 hrs 
d) Any non-emergency change request (excluding network design related changes) 4 hrs to 8 hrs. 
e) Any emergency change request (excluding network design related changes) 1 hr to 2 hrs. 
f) Any non-emergency change request relating to network design changes 8 hrs to 3 days. 
g) Any emergency change request relating to network design changes 4 hrs to 8 hrs. 
h) Account related queries 4 hrs to 2 days

The appointed service provider is required to support the provided services 24/7/365. 

The Services Level Agreement (SLA) must include remote and onsite response times as well as hourly rates for any non-maintenance service request items. 

6. Reporting 

A “Service Level Performance Report” will be required quarterly in electronic format to a designated representative of SALB. The following minimum reporting requirements will be required to be reported on: • Number of Incidents and Service Requests logged which is summarized by entitlement, priority and whether the Service level was met or breached. • Internet resources utilization and availability; and • detailed analysis of all downtime. • Internet Vulnerabilities reporting • Attempted firewall access reports by intruders. 

The ISP should provide a solution to SALB Office located:
112 B High Street
Makhanda, 6139
Eastern Cape
South Africa

7. Contract Duration

The duration of the ISP support contract is Three (3) years, whilst the once off purchase of the hardware will remain the property of SALB.

8. TERMS & CONDITIONS
a) The Management of the South African Library for the Blind reserves the right not to accept any bid or proposal or to sign any Agreement related to this request.
b) Proposals must clearly indicate once-off purchases as well as the three-year support separately. Sub-totals and overall costs including Vat must be accurately calculated and captured on the bid documents and proposals submitted.
c) Bids from compliant Centralised Supplier Database (CSD) suppliers will only be considered. Please include CSD summary report, BBBEE Certificate, Tax clearance certificate and SBD4.
d) All bids/proposals received will be acknowledged in writing. Unsuccessful applicants will be informed in writing after the Adjudication process. SALB Library Management will not engage in any further communication after this notification.
e) The SALB reserves the right to terminate the contract should the performance of the service provider be unsatisfactory.
9. SUBMISSION PROCESS
Bids/Proposals must be submitted for attention to, Noncedo Brukwe at  noncedo.brukwe@salb.org.za at 12:00. No late submissions will be considered. The sender is responsible to confirm delivery and SALB will confirm receipt only.
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Pricing Schedule
o Price Validity: 90 days

o Al prices are VAT inclusive.

Price per Month
Quantity  Product/Service (VAT Inclusive)
% 500Mbps Download and linsert Price]

500Mbps Upload Primary Link

Total Amount
(12 months)

[Insert Total for
12 months]

Total Amount
(36 months)

[insert Total for
36 months]




