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FORM PA0O1
Province of KwaZulu-Nata] Department of Economic Development

Requisition form for Goods / Services

]To

MANAGER: SCM
Name of Official: Sindiswa Mhlongo Requisition No.
Business Unit : ICT Unit Delivery Address
Tel. Number: 0332642609 Required Delivery

Date:

REQUIRED GOODS / SERVICES (For all services/projects TOR must be attached together with the Procurement strategy)
Full Description
Annex K. Lan and Deskton Support

MOTIVATION FOR ACQUISITION: ..ot
Renewal of Annex K. Lan and Desktop Service Level Agreement from 01 April 2022 till 31 March 2025,

Date: 30_’05— - wzz/

Official’s Signature

ALLOCATION OF EXPENDITURE

Voted funds
Responsibility
Objective Information Technolo oy

No Project
Net Asset N

one asset related
KZN

Whole Province

Budget Allocation
Less Expenditure
Less Commitments
Budget Available
Projects/Goods/Services
Estimated Amount

!

=
»

o
N
]
y
N

iIgil

R 24 042 459.29

Regional Indicator

SITA SPECIALISE COMPT

SER
Appd / Not Approved
Responsibility Managsﬁm Name and Ra ‘_axweﬂ/‘{f'ﬂmwiihelezi Director: Information Technology
Signature: / e ; : 80/05/22
Comments: '
Budget Controller: e Date: 3[2 68 [ 28972

=
For SCM use only

ASSET MANAGEMENT / ICT UNIT

Irrepairable ( Condition report
for all IT equipment re uired

Condition of existing asset | Obsolete/ Redundant

Name: Signature: Designation:
DEMAND SECTION

Does this appear on the procurement plan? Ifnot on procurement plan does a motivation exist
Name:

Signature: .| Designation:

ACQUISITION SECTION

LOGISTIC SECTION

Name:

)




QUOTATION

4

SITA

SITA SOC Lid; 459 Tsitsa Street, Erasmuskloof, Pretoris, South Africa * PO Box 26100, Monument Park, 0105, Seuth Affica
Tel: +27.12 482 3000 » Fax+27 12 3675151 » Reg. No 1999/001899/30 » Www.sita ca.za

SITA REF: QUOT-20028 Rev 1.0
REF/ARS/ Mandatory
IISM 7 No.:  Requirement Click here
to insert applicable No.
Change Cont. No.  Uncontrofled
Author:  Ralph Juliys
Enquiry.  Zamo Buthelezi
Tel: 033 341 3062 -
0614302770
Date; 03 May 2022

KwaZulu-Natal: Department of Economic Development, Tourism and Environmental Affairs
270 Jabu Ndlovu Street.

P-ie‘termaritzburg

3200

Attention: Mr Mdumiseni Buthelezi

Deliverables/ Receivables
Deliverables v
Receivables )

QUOTATION FOR SERVICE LEVEL AGREEMENT SERVICES (1023 ANNEX K) PROVIDED BY SITA FOR THE
2022-2023 UNTIL 2024-2025 FINANCIAL YEARS

For the above-mentioned request the following tasks, activities and pricing is applicable.

Table 1 : Work Breakdown Structure for: click here to enter customer requirements in bold caps

Quotation for the Managed LAN and Desktop Services for the
Financiat Year 2022-2023 {1023_Annex K}

Quotation for the Managed LAN and Desktop Services for the
Finandial Year 2023-2024 (1023_Annex K)

Quotation for the Maniged LAN and Desktop Services for the 12.
Finangiat Year 2024-2025 (1023 Annex K} '

Non-Executive Directois; )
Bs M Mosidi {Ghairperson), Ms § Bvuma {Or) (Deputy'chairpersoa), s s Moonsamy, Ms N ?ietersen_,' MsZ Hill, Ms O Kiztsekile,
Mr T Ratshitanga {Di), Mr & Ramabulana, Mr W Vukels, Ms L tsema, ms Morwane, Mr M Ratshimbgani
Executive Directors:
¥ L Keyise {Interim M&naging_uirector), Mr MK Kgauws {Chief Financial Officer)

Mr. V. Mphaphuli: Company Secretary (Acting] -
Page 1of 4
CONFIDENTIAL Rev: AAD:



N S T A vmzsx R 3,135,972.95
gl s e GROSS PRICE | R 24,042,459.29

This quotation is subject to the following conditions:

Exchange rate fluctuations. .

Supplier price fluctuations.

Any changes in customs and extise duties,

Factors beyond SITA’s controf (e.g. freight, etc.) that may affect the price of the goods.

The warranty is-for parts only.

Payment is strictly thirty (30) days from supply,

SITA does not supply any cables for network connectivity,

Where applicable, an addendum will be signed between the Department and SiTA on commissioning
of this service,

Only with the receipt of the Signed 'Appra#a_l/NonsApprovalf section of this quotation together

with your purchase order will be constituted as acceptance of this quotation for non-RFP

requirements, . . 3
10. ForRFp requirements only with the receipt of the‘ Signed 'Appra_val/NonaAppmvai’ section of this:

BN A WwN -

w0

An official departmental order note is required priof to this request being processed,

Approved by:
Yours Siricerely, .
04 May 2022
REGIONAL MANAGER: KZN, FREE STATE, MrumaLanGs; MR. HAROLD GoraL Date
QUOT-20029 Rev 1.0 Ihsert the REF/ARS/ITSM no. Page 2 0f4

CONFIDENTIAL Rev: AAD



APPROVAL/NON-APPROVAL

Indicate your acceptance or rejection iry the table provided and fax to 033-3953105 or email Zamo.Buthélézi
@SITA.co.za

The official order note must accompany this page if the quote is accepted.

Nqnioisda;ura of information relating to 2 {RFQ, RFP, URS etc.):

L Onreceipt of 5 SITA (RFQ REP, URS}), the Client undertakes:

11

not without SITA’s written consent to disclose nor change the information in whale or in part to any other

[Person save its emplovees involved in the implementation of this agreement, and who have a need to
know the same: angd o - '

13 touse this infarmation solely ifi connsction Wwith the implemaritation of this Praposal and not for its own
benefit of any thirg party,

2. Theprovisions of Clayse 1. shalf not apply-to the whdl,e or any part information tg the.extent that it is:

2.1 already known to the recipient without obligation of confidénce;.

22 independently developed by the recipient; o

23 publicly avaliable without bredch of this agreement;

24 rightfully recaivad from a third party;

25 released for disclosure by the disclasing party with its written consent; or ,

26 reguired to be disclosed inresponsetoa valid order of court-or other governmental agency or i disclosure is
otherwise required by law,

| Click or tap here to enter text.
KwaZulu-Natal: Departrient of Ecanomic Devel
Environmental Affajrs

Guotation for the Managed LAN and Desktop Setvices for the
Financial Years 2022-2023 UNTIL 2024-2025 1023_Arnex K)
Insert applicabie data

lopment, Toyrism and

2022-2023; R632,425.02 X 12 Months
2023-2024: R 667,208.40 X 12 Ménths
| 2024-2025: R 703,904.86 X 12 Months

270 Jabu Ndlovu Strest Pletermaritzburg 3200

80/05/02

QUOT-20029 Rev 1.0 lnsert the REF/ARS/iTSI no. Page 4 of4
CONFIDENTIAL Rev: AAD



Departme_n-t:_
Public Service and Administration
REPUBLIC OF SOUTH AFRICA

Search ...

Home / Resource centre

is employed in the Public Service (excluding those in the Department of Def.
with the name of the department where the person is employed.

result.

7909050372080 - National:Communications and Digital Technologies Do another search

Search ... Q

RESOURCE CENTRE

Discipline Management complaints form
eDisclosure resource centre
Public servant verification system

Operations Management Framework (OMF)

This site

About us



CENTRAL SEUPPLIER

02 Jun 2022 08:29:18.763 AM
DATABAS . -

~ phumiile.madondo@kznedtea, gov.za

CSD REGISTRATION REPORT

SUPPLIER IDENTIFICATION

sl Lk e T

Supplier number MAAAD146218 Country of origin South Africa

Is supplier active? ‘Yes South African company/CC 1989/001899/30

registration number

Supplier type CIPC Company Have Bank Account Yes

Supplier sub-type State Owned Company Registration date 29 Jan 1999 00:00:00:000

Legal name STATE INFORMATION Created by bavika munien@sita.coza
TECHNOLOGY AGENCY

Trading name State information Technoiogy Created date 23 May 2016 11:41:35:000
Agency SOC Ltd.

Identification type South African Company/Close Edit by bavike. munien@sita.co.za
Corporation Registration Number

Government breakdown State Owned Company (SOC Lid} Edit date 06 May 2022 12:08:11:273

Business status In Business Restricted Supplier No

SUPPLIER CONTACT INFORMATION

Contact type Administration Do you want this contact to also be Yes
a CSD user ?

Is this your preferred Yes Created by bavika. munisn@sita.co za
Contact?

Nare(s) Bavika Created date 23 May 2016 11 41:35:567
Sumame Munien Edit by bavika munien@sita co.za
e e e

Identification type South African Identification Number Edit date 23 May 2016 11-41.35-567
Prefer communication via Yes

email

Email address bavika. munien@sita.co.za
‘Cellphone number 0833762156

Contact type Finance Email address tasnim.vorajee@sita.co.za

e

“Zé national treasury

" ". Daparu:lmnt:
! National Treasury .
Wioy”  REPUBLIC OF SOUTH AFRICA Page: 1 of 11




Report Dats

CENTRAL SUPPLIER
DATABASE

FOR GOVERNMENT

;‘ 02 Jun 2022 08:20:18.795 A

Report Ran By

phumlile.madondo@kz@e_a.gov.zz

CSD REGISTRATION REPORT

Is this your preferred No Elé;;n_lge. number N R 61 2?855 2-2_ T I
Contaci?
Name(s) Tasnim Celiphone number 0826745050
Sumame Vorajee Fax number 0866321133
Identification type South African Identification Number Website address www._sita.co za
Prefer communication via Yes Do you want this contact to also be Yes
celiphone a CSD user ?
Prefer communication via Yes Created by bavika munien@sita.co.za
email
Created date 23 May 2016 11:41:35:630
Edit by bavika.munien@sita.co.za
Edit date 26 May 2016 09:58-00:000

SUPPLIER ADDRESS INFORMATION

ADDRESS 1

Is this a preferred address?

Yes Postal code 0001
Address ling 1 459 Tsitsa Strest Ward Number 42
Address line 2 ‘Erasmuskioof Country South Africa
Suburb Erasmuskloof This address S/A delivery Yes
Province Gauteng Created by bavika. munien@sita.co za
Municipality City of Tshwane Created date 23 May 2016 089:49:51:000
City Pretoria Edit by bavika. munien@sita.co za

Edit date 23 May 2016 11:41:35:537

ADDRESS 2
Is this a preferr addre‘? No Ward Number 42
Address line 1 P. O. Box 26100 Country South Africa
Address line 2 Monument Park Created by bavika munien@sita.co.za
Suburb Monument Park Created date 23 May 2016 09:51:54:000
Province Gauteng Edit by bavika munien@sita.co.za

“aZé  national treasury

sH) Department:

National Treasy

Wi  REPUBLIC OF SOUTH AFRICA

Page: 2 of 11



Report Date

g%r'\ll'LRB;I\\LSSEUPPUER :_ _ 02 Jun 2022 08:29:18.810 AN

FOR GOVERNMENT Report Ran By

o _ph;JFiika._madajo@kznedte;_g;za;

Municipality City of Tshwane Edtdate 23May 2016 114135553
City Pretoria
Postal code 0105 (T

SUPPLIER BANK ACCOUNT
BANK ACCOUNT 1
Acceunt type Current Accounts Created by bavika munien@sita.co.za
Bank STANDARD BANK OF SOUTH Created date 02 Jun 2016 13:03:20:000
AFRICA
Branch number 051001 Edit by csd.safetynetbatd@treasury gov.za
Branch name STANDARD BANK SOUTH Edit date 30 Jun 2016 16:13.23:365
AFRICA
Account number 410298158 Bank Verification Status Verification Succeeded
e : J i 3
Account holder SITASOC LTD Foreign Bank Account No
Is this a preferred account? Yes Is the identifier linked at th_ejgank T(es
Active start date ?3 May 2016 09:52:42:000 Is this a Shared Funding Account No

TAX INFORMATION

Income tax number Overall Tax Status Tax Cmgiliant

_V/;ﬁ' nI:mbér T : 4450180346 Created by_' 1 =4 bavika.munien@sita.co.za

Is this supplier a VAT Yes Created date 23 May 2018 11:41:35:000
vendor? . Mor-

PAYE number 7940712401 Edit by csd.reveﬁfybatch@treasury.gov.za
gzeRySo'{?J Registered with Yes Edit date 06 May 2022 12:08:11:000

Last validation date A02 Jun 2022 08:29:00:000

“wZs national treasury

# Department;
; National Treasury

Wass”  REPUBLIC OF SOUTH AFRICA Page: 3 of 11



CENTRAL SUPPLIER
ABASE

DAT.

FOR GOVERNMENT

B-BEEE INFORMATION

Report Dats

02 Jun 2022 08:29:18.826 A\

Report Ran By

bhumlile.;na_don_m)—@zn_mitggwia

CSD REGISTRATION REPORT

Certificate type None
Created by bavika. munien@sita.co.za Edit by bavika munien@sita.co za
Created date 23 May 2016 11:41:41:897 Edit date 22 3un 2016 09:57:15:000

DIRECTORS/MEMBERS/OWNERS INFORMATION

DIRECTOR/MEMBER 1
Director type Director Created date 19 May 2020 11:51:49:000
Director status ‘ Aciive Edit by csd. reverifybatch@treasury. gov.za
Name(s) LUVUYO Edit date 22 Feb 2022 15:40:57:000
Sumame KEYISE Restricted Supplier No
Country ~ South Africa ~ Resinction Last Verification Date 02 Jun 2022 08:29:05.777
identification type South African Identjﬁcati:m Number Govemment Employee Yes
South Affican identification 7412195365085 Department lthala SOC Ltd, State Information
number Technology Agency:
Work permit 0000000 Govemnment Employee Last 02 Jun 2022 08:26:05:323
Verification Date
Appointment date 28 Jan 2020 00:00:00:000 SA identification number Verified Yes
Owner No 8A identification number 19 May 2022 12:35:11:500
verification date
Created by csd_reveﬁfybatch@treasury.govza
DIRECTOR/MEMBER 2
Director type Director Created date 09 Feb 2021 09:38:08:000
E.r’&:t&?t&ﬁ;_ Y e Active Edit by csd. reverifybatch@treasury. gov za
Name(s) MOLATLHEGI KHUNGU Edit date 22 Feb 2022 15:40:52:000
Sumame KGAUWE Restricted Supplier No
i = |
“wrls  national treasury
O o
= REPUBLIC OF S0uTH AFRICA Page: 4 of 11



CENTRAL SUPPLIER

DATAB

FOR GOVERNMENT

CSD REGISTRATION REPORT

Report Date

02 Jun 2022 08:20:18.841 AM

Report Ran By:

phumhle madondo@kznedtea gov za

Country South Africa Restriction Lasﬁé%c;ﬁgﬁ Date OEJun 202_2 083970—57_77 7

Identification type _South Alftican fdentification Number Government Employee Yes

South African identification 8011225460087 Depariment State Information Technology Agency;

number

Work permit 0000000 Govemment Employee Last 02 Jun 2022 08:29:05:323
Verification Date

Appointment date 01 Dec 2020 00:00:00:000 SA identification number Verified Yes

Owner No $A identification number 19 May 2022 12:35:11-533
verification date

Created by csd_rever‘xfybatch@treasury.gov.za Companies involved in MAAAD597042,

DIRECTOR/MEMBER 3

Director type Director Created date R 22 Feb 2022 15:40:52:000

Director status Active Edit by csd.reverifybaich@treasury.gov;za

Name(s) MAKANG Edit date 22 Feb 2022 15:40:52:000

Sumame MOSID} ~Restricted Supplier No

Country South Aftica Restriction Last Verification Date 02 Jun 2022 08:29-05:777

ldentification type South African Identification Number Govemment Employee No

South African identification 6401250295080 Govemment Employee Last 02 Jun 2022 08:29:05:323

number Verification Date

Work permit 0000000 SA identification number Verified Yes

Appointment date 01 Feb 2022 0G:00:00:000 SA identification number 19 May 2022 12:35:11:547
verification date

et e )| | f e e L o :

Owner No Companies involved in MAAAD169164; MAAA0791922

] = ____ MAAA1132608

Created by csd.reverifybatch@treasury_gov.za

D!RECTORIMEMBER 4

Director type Direcior Created date T 22Feb 2022 154055000 H

Director status Active Edit by csd.reverifybatch@treasury.gov.za

Name(s) MOTLHAGO STELLA Edit date 22 Feb 2022 15:40:53:000

Surname BVUMR Restricted Supplier No

Country South Afnca Restriction Last Verification Date 02 Jun 2022 08:29:05:777

@5k
“wis national treasury
@
\ REFUBLIC OF S0UTH AFRICA Page: 5 of 11



Report Datd

lC)EA ,.\I";RBAA Ls SEU PP L' ER [ 02 Jun 2022 08:20:18.873 A}

FOR GOVERNMENT —_—

Report Ran B

CSD REGISTRATION REPORT

phum‘@mgjﬁ@kznedtea.gorze

Identification type South African Identification Number GovemmenEm;RQ);e n No
_—
South African identification 7709230426081 Govemnment Employee Last 02 Jun 2022 08:29:05:323
number Verification Date
Work permit 0000000 SA identification number Verified Yes
Appointment date 01 Feb 2022 00:00:00:000 SA identification number 19 May 2022 12:35:11:530
verification date
— . ]
Cwner No
Created by csd.reverifybatch@treasufy.govza
DIRECTOR/MEMBER 5
Director type Director BN Ciottod e 22 Feb 2022 15:40:54-000
Director status :E[lm Edit by csd.reveﬁfybatm@treasury.govza
Name(s) ZIMBINI Edit date 22 Feb 2022 15:40:54:000
Sumame HILL Restricted Supplier No
e = _ :
Country South Africa Restriction Last Verification Date 02 Jun 2022 08:29:05-777
Identification type South African Identification Number Govemment Employee No
South Affican identification 7901080312065 k Govemment Employee Last 02 Jun 2022 08:29:05:322
number Verification Date
Work permit 0000000 SA identification number Verified Yes
Appointment date 01 Feb 2022 00:00:00:000 SA identification number 19 May 2022 12:35:11:5093
verification date
e L
Owner No Companies invoived in MAAADD06114; MAAAD 11 0380,
MAAAD419719; MAAA(585272
MAAAQB78781;
Created by csd.reverifybatch@treasury.govza
DIRECTOR/MEMBER 6
Director type Direcior 'Created date 22 Feb 2022 15:40:55:000
Director status Active Edit by csd.reveﬁfybatch@treasury.gov.za
Name(s) TSHILIDZI Edit date 22 Feb 2022 15:40:55:000
Surname RATSHITANGA Restricted Supplier No
Country South Africa Restriction Last Verification Date 62 Jun 2022 08:29:05:793
tdentification type 3 .Souih African ldentiﬁcatlbn Number" Govemment Employee Yes
“&ie#~ national treasury
Q) o
o REPUBLIC OF SouTH AFRICA Page: 6 of 11




CENTRAL SUPPLIER
DATABASE

FOR GOVERNMENT

Report Date

02 Jun 2022 08:29:18.888 AN

Report Ran By

~ phumile madondo@kznediea. gov 7

South African identification 7510075533084 Department State Information Technology Agency-
nusmber
Work permit 0000000 Govemment Employee | ast 02 Jun 2022 08:29:05:340
Verification Date
Appointrment date 01 Feb 2022 00:00:00:000 SA identification number Verified Yes
Cwner No SA identification number 19 May 2022 12:35:11:610
verification date
Created by csd‘reveﬁfybatch@ireasmy.gov_za Companies involved in MAAAD004912; MAAAGOS1076:
MAAAD173338; MAAAD999500;
DIRECTOR/MEMBER 7
Directer type Director Created date 22 Feb 2022 15:40:57-000
Director status Active Edit by csd.reveﬁfybatdl@treasury_gov.za
Name(s) VINCENT MATODZ) Edit date 22 Feb 2022 15:40:57-:000
Sumame RATSHIMBILANI Restricted Supplier No
Country South Africa Restriction Last Verification Date 02 Jun 2022 08:29:05 793
Identification type South Aftican Identification Number Govermnment Employee No
_— LS
South African identification 7308056184086 Government Employee Last 02 Jun 2022 08:20:05:340
number Verification Date
Work permit 0000000 SA identification number Verified Yes
Appointment date 01 Feb 2022 00:00:00-000 SA identification number 19 May 2022 12:35.11-640
verification date
Owner No Companies invoived in MAAAQD14411, MAAAD333074:
MAAA0354850; MAAA0886018:
MAAA0906162,
Created by csd.reverifybatch@treasury_gov za
Dl RECWR]_MEI__&BER 8
Director type Director Created by csd.reveﬁfybatch@treasury.govza
Director statys Aclive Created date 22 Feb 2022 15:40:58:000
Name(s) NOLITHA Edit by csd.revenfybatdl@treasury.gov.za
Surname PIETERSEN Edit date 22 Feb 2022 15:40:58:000
Country South Africa Restricted Supplier No
Identification type South African Identification Number Restriction Last Verification Dato 02 Jun 2022 08:29:05.793

national treasury

Department:
National Treasury
REPUBLIC OF SOUTH AFRICA

Page: 7 of 11



CENTRAL SUPPLIER
DATABASE

FOR GOVERNMENT

Report Dats

02 Jun 2022 08:29:18.904 AN

—_— = - = e ———— =

Report Ran By

phunﬁeﬂaondo@kzneaea._gé\aé

South African identification 8200120627087 Govemment Employee No

number

Work permit 0000000 Govemment Employee Last 02 Jun 2022 08:29:05:340
Verification Date

Appointment date 01 Feb 2022 00:00:00:000 SA identification number Verified Yes

Owner No SA identification number 19 May 2022 12:35:11-657
verification date
Companies involved in MAAA0075525: MAAA(540387

MAAAD750061;

DIRECTOR/MEMBER 9

Director type Director Created by csd.reveﬁfybatch@treasury, gev.za

Director status Aclive Created date 22 Feb 2022 15:40:59:000

Name(s) JEANNETTE MMATSIATE Edit by csd.rever'rfybatdl@treasury.gov.za

Sumame MORWANE Edit date 22 Feb 2022 15.40:50:000

Country South Africa Restricted Supplier No

Identification type South African Identification Number Restriction Last Verification Date 02 Jun 2022 08:29:05:823

South African identification 7908050372080 Govemment Employese Yes

number

Work permit 0000000 Depariment National:Communications and Digital

Technologies;

Appointment date 01 Feb 2022 00:00:00:000 Government Employee Last 02 Jun 2022 08:29:05-34¢
Verification Date

Owner No SA identification number Verified Yes

o VT ~ 'SA identification number 19 May 2022 12:35.11673

verification date

DIRECTOR/MEMBER

ic

Director type Director Created by csd. reverifybatch@treasury gov.za

Director status Active Created date 22 Feb 2022 15:41:00:000

Name(s) OLWETHU Edit by csd.reverifybatd)@treasury,gov_za

éurname KETSEKILE Edit date 22 Feb 2022 15:41:00:000

Country South Africa 7 Resfricted Supplier No

Identification type South African Identification Number Restriction Last Verification Date 02 Jun 2022 08:29:05:840

:\'_. (,l :
“wZs national treasury
O o
Wo¥  REPUBLIC OF S0UTH AFRICA Page: 8 of 11



Report Date

I.'C)IIE-\I'\I"I];RBPI‘KLSSEU PPLIER e i 2022 08:2018.920 A
FOR GOVERNMENT Report Ran By,

 phumlile madondo@kznediea gov.za

Seouth African identification 8511150634085 Government Employee No '

number

Work permit 0000000 Govemment Employee | ast 02 Jun 2022 08:29:05:340
Verification Date

Appointment date 01 Feb 2022 00:00:00:000 SA identificalion number Verified Yes

Owner No SA identification number 19 May 2022 12:35:11:703
verification date

DIRECTOR/MEMBER 11

Director type Director Created by csd.reverifybatm@treasury.gov.za

Director status Active Created date 22 Feb 2022 15:41:01:000

Name(s) WILLIAM Edit by csd reverifybatch@treasury.gov za

Sumame T VUKELA " Editoate 22 Feb 2022 15:41-01-000

Country South Africa Restricted Supplier No

Identification type -South Afnican Identiﬁéation Number Restriction Last Verification Date 02 Jun 2022 08:29:05:853

South African identification 6912225471085 Govemment Employee Yes

number

Work permit 0000000 Department National:Public Service and
Administration;
Appointment date 01 Feb 2622 00:00:00:000 Govemnment Employee Last 02 Jun 2022 08:25:05-340
Verification Date
Owner No SA identification number Verified Yes
¥ Ry =, ' SA identification number 19 May 2022 12:35:11-720
veriﬁcat_i_on 1 date s % e
DIRECTOR/MEMBER 12
Director type = Director Created by csd.revedfyba{m@treasury.gov_za
Director status . |Aciva ~ Created date 22 Feb 2022 15:41:02:000
Name(s) RENDAN! Edit by csd.reverifybatch@treasury.govza
Sumame RAMABULANA Edit date 22 Feb 2022 15:41:02:000
Country South Af_n'“ca Restricted Supplier No
Identification type South African Identification Number Restriction Last Verification Date 02 Jun 2022 08:29:05-853
el S e T |
South African identification 8409245461087 Govemment Employee No
number f
e .
“wfs national treasury
@ Eeparln;n%nt:
J tion: ] .
\ = REPUBLIC OF S0uTH AFRICA Page: 9 of 11




CENTRAL SUPPLIER
DATABASE

FOR GOVERNMENT

CSD REGISTRATION REPORT

Report Dat

02 Jun 2022 08:29:18.951 A

Report Ran B

o ;hﬁikejnea_(joﬁo@kznedtea_gojze

Work permit 0000000 Govemment Employoe Last 02 Jun 9053 08:29:05:353
Verification Date
Appointment date 01 Feb 2022 00:00:00:000 $A identification number Verified Yes
e N
Owner No SA identification number 18 May 2022 12:35-11-737
verification date
Companies invoived in MAAAQD8 1435, MAAACOS1 561
MAAAQDS 1726; MAAAD382206,
MAAAO719258; MAAAT 014583
DIRECTOR/MEMBER 13
Director type Director Created by csd. reveﬁfybatdl@treasury. gov.za
Director status Active Created date 22 Feb 2022 15:41:03:000
Tv;me(s) M LAURA Edit by csd.reverifybatd’n@treasury.gov.za
Sumame MSEME Edit date 22 Feb 2022 15:41:03:000
Country South Afnca Restricted Supplier No
Looa SR TR L :
ldentification type South African Identification Number Restriction Last Verification Date 02 Jun 2022 08.29:05 853
South African identification 6803100006040 Govemnment Employee Yes
number
Work permit 0000000 Depariment National:Nationaf Treasury.
Appointmentdate o Feb 2022 00:00:00:000 Government Employee Last 02 Jun 2022 08:23:05.353
K : Verification Date
Owner No SA identification number Verified Yes
=Rl e e e W D 2|

The CSD does not automatically verify foreign comparny regiswation number, internat
numbers, foreign bank accounts, B-BBEE, de

institutions as per their current poiicies and procedures,

national treasury
@‘ Departrnent:
% ] National Treasy
“Wars”  REPUBLIC OF SOUTH AFRICA

SA identification number
verification date

onal securities identification number, foreign identriz:
- demographic and accreditation information. Organs of State ars required to ma

ation numbers, foreign pas

nually verify this information with the applicasggnveriﬁcaﬁon

19 May 2022 12:35:11.767

Page: 10 of 11

numbers, work penmit



CENTRAL SUPPLIER ;

02 Jun 2022 08:29:18 951 A
DATABASE y

O R = E =
FOR GOVERNMENT Report Ran B

;humliIe.madondo@lqne@a.gov.z_a

bank faflures click hero: | received an email stating the bank information | capiured on the CSD was sant for bank account
validation and could validated_The response re@ﬁimmm@muﬂm
The various possible error f i i i ’ i i

associated with that error message.

Jax

Tax Compfiance Statys

For help on how fo deal with tax status differences between CSD and the tax clearance certificate click here: i shotdd a sy,
status on CSD di 1 the ¢ rice certil

For more information Pentaining to government employment status click here:
employee?

BBBEE
CSD does not automatically verify afl certificate information with the vanous accreditation bodies Organs of State are
verified by CSD, fo manually verify this information with the applicable accreditation body as per current policies and procedures, Expired certificato

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

~ national treasury

Departmant;
National Treasw
REPUBLIC OF SOUTH AFRICA

Page: 11 of 11



¥ Public Service and Administration

A Department:
¥
v -“-z'«,‘- REPUBLIC OF SOUTH AFRICA

Search ... Q

Home / Resource centre

Public servant verification system

result.

6912225471085 - National:Public Service and Administration Do another search

Search ... Q

RESOURCE CENTRE

Discipline management complaints form
eDisclosure resource centre
Public servant verification system

Operations Management Framework (OMF)

This site

About us
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CONFIDENTIAL

Annex K: Service Category Managed LAN and Desktop Support
Services

K1. Service Classification

This Service is classified as Managed LAN & Desktop Support Services in terms of the SITA
Services Catalogue and as a non-mandatory service in terms of the SITA Act.

The LAN and Desktop Support Services (LDSS) provide an end-to-end service for LAN and
Desktop Infrastructure but specific services as required by the Department can be provided
independently of each other.

This service is focused more on decentralised, on-Site support on client’s LAN's. The LAN
Infrastructure is defined as all hardware and software and application services running on the
server and desktop/laptop.

The proposed services will enable SITA to ensure optimised and cost-effective availability,
reliability and performance of the LAN, server and Desktop environment.

K1.1 Scope

This scope of this document is to p}ovide the LAN and Desktop Support Services for The K2ZN
Department of Economic Development and Tourism, which consist of Server and Network
Management.

K2. Reference(s)
None

y-77.4 w
1023 _K ver 4.0.docx Page 2 of 34
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CONFIDENTIAL

K3. Benefit Statement

The vaiue contribution of Mana
business challenges.

Aspect of business

- challenge

1 | Economies of scaie

ged LAN & Desktop to the customer as it addresses the

* By sharing resources across services provided to
different clients, pricing can be reduced

« Sharing LAN & Desktop infrastructure, services and
technologies across government sectors will reduce
vendor and license agreements costs

Reduced duplication

3 | Interoperability

- -

4 Standardisation of
services

T

Preventing
duplication

Standards

» Negates the need for Government to have a
multitude of different call and/or monitoring centres

» Reduced duplication of LAN & Desktop
infrastructure, resources and services

* By merging call centres across different services,
pricing can be reduced

+ Negates the need for Government to have a
multitude of different call centres, thereby
enhancing efficiency

* Ability to have common platforms and services
across government

* Defining minimum LAN & Desktop standards for
govermment to improve service delivery
* Reduced cost to gavernment

5 Information System
Security

‘Elimination of

duplication of secure

Data Cenire facilities

1023 K ver 4.0.docx

Secuyrity

Elimination of | « Secure, controlled and shared Data Centre
duplication

e Improved availability, integrity and confidentiality of
security services

environment

DIN T

Page 3 of 34



K12. Certification:

We hereby certify that this Annex covers the full extent of the Managed LAN & Desktop Support as required.
We further accept the service and the price accordingly.

This Annex shall be effective from 01 April 2022 until 31 March 2025.

December

. . 20
Thus done and signed at z;etggna_ntzburg onthis ____dayof 20_2_1,

Swpied by:Brgniboy Mulassrpno Niort
Signed #:2021-12-20 092110 +02 D
Ranson | approve $is document

=~

Full names: Brightboy Nhiakanipho Nkontwana

On behalf of the KwaZulu-Natal: Department of Economic Development, Tourism and Environmental
Affairs And duly authorised thereto

Thus done and signed at Durban on this 02 day of December 5551

J

—

Full names: Harold Gopal

On behalf of State Information Technology Agency SOC ttd
And duly authorised thereto

1023 K ver 4.0.docx Page 34 of 34
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¥ pPayment Authorisation — 0

Payment Details “Payment Details -~ -~ Details |
Payment Number Entity Name Amount Lb.m:wmnzg Statu P ayment No: _ e ——
Z48176T|SITA 40,788 67| ACTIVE PR N . ; 0.00 tethod
24417625 A 1,415,305 01| ACTTVE | fumount: :
2441507|STA, 874.010.58 ACTIVE Payment Date: _ 77
_ 2441485/STA 137,718.37|ACTIVE
2441096/SITA 173,527.08|ACTIVE v i —— ——
los sJalG] 'veice Total: | 22,620,264.54

GRY Total: | 22,620,264.54
. . Invoice To Do List . RVICN Total: _
Delivery cmﬁL tem Line zL Source Doc Q..am_ Amount _ Quantity _umwama Date

[

0.00

Total Order paﬂ_ 24,042,4%9.37

Payment Total: |  22,620,264.54
_ Order Final Details S —

T Dader Final

Reference No: _

o Final Date: 1 E
i) :

Done _ nm_..nn__ Help _ H



Managed
LAN &
Desktop

e

Cabling maintenance
{Break-Fix) for the LAN
cabling Infrastructure.

1023 _K ver 4.0.docx

80% of ealls
will be
resolved
within
resolution
times ralled
up across all
priorities, as
per the
device
classification,
as follows:

{Nat
Contracted)

85% of calis
will be
resolved
within
resajution
fimes rolied
up across all
priorities, as
per the device
classification,
as follows: i

{Nat
Contracted)

i 90% of calls

will be
resolved
within
resolution
times rolled
up across all
priorities, as
per the gevice
classificarion,
as follows*

(Not
Contracted)

95%; of calls
will be
resolved
within
resalution
times rolled
up across all
prigrities, as
per the device
classification,
as fallows:

(Nat
Contracted)

QLN

11. Cabling
Maintenance

v

0% of calis
will be
respived
within
resolution
Lmas rolled
up across all
priornities, as
per the device
classification,
as follows:

e Critical: 8
Hrs {Narmal
Business
Hours)

e High: 12 Hrs
{Normal
Business
Hours)

* Medwm: 16
Hrs {Normal
Business
Hours)

s Low: 24 Hrs
(Mormat
Business

. Hours}

» [ncident
resolution

= Time to provide
quatations under
T&M.

Dependant on
cabhng contract
being in place
and only
Contracted ance
3 Party Contract
15 in pigce

Sage 13 of 34



Managed
LAN &
Desktop

Central Management,
Maintenance, Support
and Monitoring of the
Unified Messaging
Services as follows: Fmall
Messaging.

1023_K ver 4.0.docx

o Minimum
monthly
average of
0%
availability of
the Unifled
Messaging
Infrastructure.

90% of calls
will be
resolved
within

| resolution

times rolied
up across abl
Prionses, as
per the gevice
classification,
as toliows:

(Contracted}

e Minimum
monthly
average of
95%
availability of
the Unified
Messaging
Infrastructure.

95% of calls
will be
resofved
within
resolution
times rolled
up across all
prionties, as
per the device
classification,
as follows:

{Not
Contracted)

DIH

12. Unified
Messaging
Management
Services

v

Hours)

* Minimum The uptime ang
monthiy availabriity of
average of Unified Messaging
90% Service.
availability of

the Urnufied Only Mierosoft

Messaging £xchange and
Infrastructure.  Microsoft Teams
will e supported
as uUpified
Messaging
patforms,

Q0% of calls
will be

resplved

within w
resolution
times ralled t
up across all
priorities, as
per the device
classification,
as tollows:

e Critical; 4

Hrs (Normal
Business
Hours)

o Hiah: 6 Hrs
{Normal
Business
Hours)

e Medwm: 10 |
Hrs {Normal
Business
Hours)

e Low: 24 Hrs |
(Normat
Business }

e

“a

Bage 14 of 3



Managed
LAN &
Desktop

ﬂu:mnan
LAN &
Desktop

Lifecycle Management far
all contracted
infrastructure and
includes the following:

* onsite support and
monitoring

* monitoring of
contracted baseline

* defining analysing and
reporting on trends

* benchmariing against
best practices and of
clients retirement age.

- This service will pravide

the following services for
the contracted
aperational
infrastructure:

s Bullding, Maintaming

« Updating and
Implementing of a LAB
environment to simuiate
tha Clients operational
infrastructure to perform
tosting of patches ar
platform changes to
ensure little or no impact
to the production
environment

1023_K ver 4.0.docx

* Monthiy ansd
Quarterly
reports on all
contracted
infrastructure.

(Not
Contracted)

80% of cails
0 be resolved
within the
resoiution
times rolled
up across all
prioribes as
follows:

Target date as
negotiated

{(¥ot
Contracted}

* Monthiy and

13, Lifecycle

* Monthly and = Reporting

Quarterly Management Quarterly |

reports on all renorts on alj

contracred contracted

infrastructure, infrastructure.

{Not i

Contracted)

0% of cails 14, LAB | 80% of calls | Relevant

to be resolved | Services to be resolved | dehverables as
within the withip the per eontracteq
resolution resotution pasehne
times rolied times rolled

up across all up acrass al

pronbes as priorities o5

follows: follows:

Target date as Target date as '

negotiated negotiated

(ot

Contracted)
DiN Tv .3
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Managed This service will provide ' 90% of calls 95% of calls 15. LAN Design = 90% of calls Relevant
LAN & the following to new and { to be resolved | to be resolved | Services to be resolved = dehverables as
Desktop existing LAN | within the within the within the | per approvea
Infrastructure: resolution resolution resoiution proposals.
. Develop and or asses times rolled times rolled times rolled
LAN network architecture up across all up across afi up across alt This can be
- nfrastructure design prionties as prionties as | prionties as | handled as
and ynplementation follows; follows: follows: | separate projects.
Target date as | Target date as Target date as
negotiated aegotiated negetated 4
(Mot (Neot
y { Contracted) | Contracted) | _
Managed Management, * Variance e Variance 16. Application » Variance ' The eng-user
LAN & Maintenance, Support less than or less than or performance less than or respense time of
Desktop and Monitonng of equal to equal ta Management equal to deskiop related
apphcation's performance m average average Services. average services.
for improved end-user | perfarmance perfarmance serformance |
experience |
(Not (Mot
Contracted) Contracted)
w
Service fhe handling of defined | « 80 % of * 80 % of * 80 % af « 80 % of 17. Service * 80 % of Responsiveness
Management  inbound commumncation calls callg calls answered | calls answered | Desk : Inbound calls of Service Desk
channels during agreed answered In | answered In in (29) n (20) Channel answered in i
times and within agreed {20) seconds = (20) seconds | seconds over seconds over Randling {20) seconds _
service and quality levels, | over a period = over a period | 2 period of a periag of over a perod |
of ane of one ane ealendoar one calendar of ene
calendar calendar manth. month. calendar
month, maonth. * Satisfaction | » Satisfaction menth. ;
» atistfaction | » Satisfaction | Levels, .. Loveds, 1e., e BG% !
Levels, 1o, Levels, e, {tnbound {Inbaund Satisfachion
(Inbound {Inbound calls) calls) Levels, 1.0.
calis) calls) {Inbound
(Not m calis}
{Not {Not (Contracted) | Contracted) ‘
Contracted} Contracted) | _
_ _
DI T Bv

1023_K ver 4.0.docx Page 16 of 34



K4.2 Services Detail

Managed Managed '1.Non-Categonized | Resoiution of incidents | (ncident / MTTR 90% of calls will be
LAN & LAN & [Incident / reguests on ail Request on ail {Maxaimum time | resolved within
Desktop Desktop 'Resolution contracted LAN contracted LAN taken to resolution times rolieq
[ infrastructure within Infrastructure resolve) calls up across all prionties,
h expected timeframes, logged for as per the device
I suppori per classiication, as
__ calengar follows:
_ month,
| = Critical: 4 Hrs (Normal
; Business Hours)
_ = righ: 6 Hrs (Normaj
_ Business Hours)
o Medium: 10 Hrs
{Normal Business
f ' Haurs)
! |« Low: 24 Hrs (Normal
_ Business Hours)
Manaqged Managed | 2,Desktop | On-site Maintenance, | Incident/Reguests | MTTR 90% of calls will be
LAN & LAN & Support Services “ Support angd on all contracted | (Maxamum time | resoived within
Desklop Desktop Monitaring of Desktnp | infrastructure taken to resolulon times rolled
m platform. reésolve) calls up across ali priorities,
“ fogged for as per the device
_ support per | classificatian, as
! calenday follows:
month,
e Criticas: 4 Hrs (Normal
., | Business Hours)
_“ | » High: § Hrs fNormal
" __ Business Hours)
T » Medium: 10 Hrs
; (Normal Business
_ | Hours)
_ « Low: 24 Hrs (Normai
__ “ i Business Hours}
= 1 .

1623 K ver 4.0.docx

LK

v

Bv

| » Approval from
| Customer
e User and Device
| availability
e Dependent pn 3Ira
party cennectivity WAN,
TELKOM etc.
* Dependent an 3ra
| party contracting
e Relevant Technology
te be available from the
chent
» Availability of requireq
infrastructure to pravide
the service.
¢ Relevanmt Pohicies,
standards and processes
frgm client
° Approval from
Customer
= User ang Device
avarlability
e Dependent on 3nd
party connectivity WAN,
TELKOM etc,
» Dependent on 3rd
| party contracting
| » Relevant Technolegy
to be available from the
Client
» Avaidability of required
infrastructure to provide
the service.
» Retevant Policies,
standards and processes
|_from client

Page 18 of 34
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Managed Managed 3.Printer Support | On-site Maintenance, Incident/Requests | MTTR 90% of calls will he | Appraval fram
LAN & LAN & Services | Support and , @n all contracted | (Maximum time * resolved within | Customer
Desktop | Desktop _ Monitoring of the | infrastructure ‘ taken to *_ resolution times rolled | e User ana Device
_y Printer plattorm. | resotve) calls up across all priorities, Availability
m _ tagged for _ as per the gevice | » Dependent an 3rd
| _ ] | support per _ classification, as ¢ party connectivity WAN,
_ | calendar folows: FELKOM etc.
” manth. | ¢ Degendent on 3ra
__ » Critical: 4 Hrs (Normal | party contracting
__ | w Business Hours) ° Relevant Technalogy
| _ | s High: 8 Hrs (Normal te be avawabie from the
_ Business Hours) chent
_ ‘ » Medium: 10 Hrs * Avallability of reguirea
_ ‘ {MNormal Business Infrastructure to provige
__ Hours) the service.
W _ * low: 24 Hrs (Normal |« Refevant Palicies,
_ ! Business Hours) standards and processes
_ : b N — R - — i . o | from chient
Managed | Managed 4.LAN & Desktop | The service will The installation of | The installation | % of Scope completed | o Approval from
LAN LAN & Secunty Support | provide ansite the specific of the solutiens | as per approved | Customer
Deskrop Deskiop Services Maintenance and solutions will be ! baseline: * User and Device
_ Support for the monitored and | availability
[ following: reported on as | ¢ 90% Paten installation | e Dependent on 3nd
__ * Ants Virus (AV) an averaged = 90% SP instaliation party connectivity WAN,
Frotection system pescentage per | » 90% DAT Installation TELKOM etc.
¥ » Patch Management calendar |« Q0% agesktop firewall |« Dependent on 3ra
month. tnstaillation party contracting
; * 90% AV nstallation * Retavant Technoiogy
m to be avallable from the
_ \ 90% of ralls will be clent
{ ” resofved within s Availability of requires
{ - resolution times rofieg mfrastructure to provige
| up across all priorities, the service.
; [ as per the gevice i e Relevant Policios,
f classitication, as standards and processes
__ i follows: fram client
i [
{ ¢ H
| ! [ i e Cntical: € Hrs {(Normal
_ ! _ | Business Hours)
| u __ | ® High: 6 Hrs (Normal
| _H | Business Hours) M
__ _ * Medium: 10 Hrs “
[ (Normal Business ;
— 4 W _— IMows) i
DL v By

1023 K ver 4.0.docx
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|

e -

—eee ]

Managed | Ma .Snaa 5.Server Support
LAN & | LAN Services
Desktop _ De: mxnou

|

_

__

[

__

|

|
Managed Managed | 6 Backup |
LAN & LAN & Services
Desktop Desktop

__

1023_K ver 4.0.docx

| Onsite, Maintenance,

| Support and

_ Manitoring of the
Server Infrastructure

_ and inciudes the

| following:

| &« OS

= NOS

g o Storage, File & Print

* Sharing

_

Maintain, Suppori and
Monitor of backup
services which incluges
the following:

| « Backup schedules

» Taps management
where needed

= Adhoc restores

i bcm._ma...:‘ of
server
infrastructure
Resoiution of
incigents within
server
infrastructure

Success of
contracted
backups and
restores,

The m<u.5c.=€
of the Server
Infrastructure
will he
monitored and
reported.

Reparting will
be average
percentage
availabidity on
Servers per
calendar
manth,

T

i ® Low: 24 Hrs {Normal
Business Hours)

» Mimimum of 90%
average availability of
Servers.

90% of calls will be
resolved within
resofution trmes rolled
up across ali priorities,
as per the gevice
classification, as
follows:

e Critical: 4 Hrs {Norma
Business Hours)

o High: & Hrs {Mormai

Business Hours)

o Meagism: 10 Hrs

(Normal Busipess

Hourg )

* Low: 24 Hrs (Normal

v

m

* Approval from
Customer

= User and Device
availability

= Degendent on 3rd
party connectivity WAN,
FELKOM etc.

* Dependent on 3rg
party contracting

e Relevant Technglngy

| to be available fram the

chent

" e Availabitity of reguired

!

infrastructure to provide
the service.

= Relevant Policies,
stapgards and praceszes
fram client

" Approval from

Customer

e User and Device
availabiity

s Dopgendent on 3rda
partly connectivity WAN,
TELKOM ote

= Dependent on 3rg
party contracting

* Relevant Technology
to be availabie from the
chept

° Avalabiity of required
mfrastructure 1o provide
the service.

» Retevant Policies,
standards and processes

i from chent

_ | Business Hours)

The percentage | « 90% average of

of successful successiyl backups and

_ backups and restares,

rostores will he |

roritared and Q0% of cails wili be

reportes per resolved within

calendar resolution imes ralted |

month, up across all priorities, |
a5 por the device }
classification, as
follaws:
» Critwcal: 4 Hrs {(Normatl
Business Hours)
¢ High: 6 Hrs {Normal
Business Hours)
e Medium: 10 Hrs
(Normal Business
Hours)

.__ * Low: 29 Hrs (Normal
el Pype | Business Hours)

Bv

o

Page 20 of 3




Managed | Managed 7.Switch Support | On-site instaliation, | Incident/Reguests | MTTR | 90% of calls will be | e Approval from
LAN & LAN & Services configuration, | on ali contracted {Maximum time | resolved within i Customer
Desktop Desktop _ maintenance, support | infrastructure taken to resolution times rolled | e User and Device
. | and monitoring of resolve) calis up across all priorities, = availability
switch infrastructure | legged for as per the device I » Degendent on 3rd
which includes the support per classification, as m party connectivity WAN,
following: calengar foliows: FELKOM eic.
h » Switches | manth, | * Dependent on 3ra
_ ¢ Hubs | _ » Critical: 4 Hrs {Normai = party contracting
» Acceleration devices | T Business Haurs) | » Refevant Technolagy
_ _ » High: & Hrs (Normal to be avaiiable from the
[ Business Hours) clhient
[ * Medium: 10 Hrs « Avmlability of required
{Nermal Business infrastructure te provice
{ Hours} the service.
__ e Law: 24 Hrs (Narmal | » Rejevant Policies,
Business Hours) standards and processes
_ . _ T (S — z _ e . from chent
Managed Managed 8.lmplementation | Install, configure, Relevant Progress 0% of calls to be i » Approval from
LAN & LAN & Services impiement and support | detiverables as reports as per resalved within the Customer
Desktop Desktaop of approved LAN | per approved | approved resolution times rolied | » User and Device

1023_K ver 4.0.docx

infrastructure,

|

proposals.

project pian

DL

up across all priarities
as follows:

Targel date as
neqotiated

v

avadability
e Dependent on 3rg
party connectvity YWAN,
TELKOM otc
= Dependent en 3ra
party contracting
s Aetovant Technology
te be avadable frem the
| Chient
» Availabitity of required
wfrastructure o provide
' the service.
s Relpyvant Polhcies,
stoandards and processes
from client

Paae 21 of 14



Managed
LAN &
Desktop

mm?@nnm
LAN &
Desktop

Managed
LAN &
Desktop

Managed
LAN &
Desktop

1023_K ver 4.0.docx

9.Mobile support
services

" 10.Hardware
Support

-

On-site installation,
configuration,
maintenance and
support of corporate

| approved applications
on approved mohile

| devices,

|
_
_
|
_

Hargware maintenance
{Broak-Fix) for the LAN
& Desktop
Iintrastructure. This
SOPCR CNCOMPAasses
repairing, and or
swapping of faulty
hardware aevices that
are contracted within
the service,

Incident/Reguests
on all contracted
infrastructure

* {Acident
resolution bime
under Full Service
Agreement {FSA)
» Time {0 provide
quotat:ons under
e,

MTTR
{(Maximum time
taken to
resolve) cails
logged for
support per
calendar
manth,

{This i1s pot a
separate
measurement
but 15 included
w the incident
resolution ¥
MTTR
{Maximum time
taken to
resalve) calls
lagged far
support ner
calendar
month,

DI

| 80% of cals will be

_ resolved witiun
resolution times roiled
up across all priorities,
as per the device
classification, as

! faollows:

| = Critical: 4 Hrs {Normal
| Business Hours)

| o High: & Hrs {Normali
Business Hours)

» Medism: 10 Hrs
{Norma| Business
Hours}

o Low: 24 Hrs {Narmal
Business Hours)

I 80%; of cails wili ke

| resolved within
resoluion times rolled
up acrass all prarikes,
as per the device
classfication, as
follows:

o Criticol; 8 Hrs {Normat
Business HOUrs)
o High: 12 Hrs (Normal
! Business Hours)
HE Meawm: L6 Hrs
| {Normal Business
Hours)
s aw: 24 Hrs (Normal
Business Hours)

v

!

b

« Approval from
Customer

« User and Device
availability

e Dapendent on 3rg
panrty connechivity WAN,
TELKOM etc.

« Dependent on 3rg
party contracting

s Rajevant Technelagy
to be available from the
chent

= Availabiiity of reguired

| infrastructure ta grovide

the service,
* Rejevant Policles,

| stanpands and processes
| from ciient

» Approval from
Customer

e User and Device
avasiability

o Dependent on Ire
party connectivity WAN,
TELROM etc,

* Degendent on 3rd
party contracting

s Relevant Technolugy
to be availahie from the
cient

e Availability of regqurag
infrastructure o provige
the sennce.

e Refevant Policres,
standards and processes
trom client
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Managed _ Managed 11.Cabling | Cabling maintenance * Incicent (Thisis not a | 90% of calls will be i » Apnroval from
LAN & LAN & Maintenance _ (Break-Fix) for the LAN | resolution separate resolved within Customer
Desktop A Desktop _ cabling Infrastructure, | ¢ Time to provide | measurement resolution times roiled * User and Device
_ _ quotations unaer ﬂ but s inciuded up acrass all priorities, _ availability
| { T&M, | in the Incident | as per the gevice !« Dependent. on 3rg
"_ __ | resoluton) classification, as Q party connectivity WAN,
_ | [ MTTR follows: FELKOM etc.
. | i {Maximum time * Dependent an 3rd
! taken to » Critical: 8 Hrs {Normal | party contracting
__ resolve) calls | Business Hours) * Refevant Technolagy
_._ lagaed fos | = High: 12 Hrs (Normal | to be avaliable from the
_ sSupport per | Business tHours) chent
calendar | » Medium: 16 Hrs * Avanlability of requireg
month, (Narmal Business infrastructore o provide
Hours) the serwce,
| ® ¢ 0w’ 24 Hrs {(Normat e Relevant Polines,
_ Business Hours) | standards and processes
_ ’ ~ ) | - - L _ B _ . from chent
Managed Managed 12.Unifled Central Management, The uptime and ¥he uptime and | » Mimmum maonthiy « Approval from
LAN & LAN & Messaging Maintenance, Support avaslability of avallability of | average of 90%, Customer
Desktop Desktop Management ana Monitaring of the Unified Messaging | the Unified availability of the * Usor and Dewice
Services Unified Messaging Service, Messaging Urmified Messaging avalabihity
Services as follows: Infrastructure infrastructure,
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Emaill Messaging and
Video Conferencing,

wili be
monitored and
reported on.
Reporting will
be average
percentage
uptime on
services per
catenday
month,
{Narmal
Business
Hours)

DIH

0% of calls virll be
rosolved within
resolulion himes roiles
up across all prionties,
as per the device
classification, as
follows:

e Critical; 4 Hrs {Normal
Buslness Hours)

e High: 6 Hrs (Normal
Business Hours)

* Medium: {0 Hrs
{Normal Business
Hours)

o Low: 24 Hrs {Narmal
Business Hours)

v

= Dependent on 3rd
party connectivity WAN,
FELKOM erc.

* Dependent an 3o
party contracting

e Relevant Technology
to be avaiiable from the
chent

o Avalabliity af requircs
nfrastructure to nrovide
the sernce.

s Rotpvant Policios,
standards and processes
from client
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contracted operational

baseline

procedures,

up acrass ali prarities

avaslability

Managed “ Managed 13.Lifeeycle | Lifecycle Management | Reporting This service will | « Manthly and Quarterly | » Aparovai from
LAN & [ LAN & Management | for all contracted i track the fife | reports on all contracted | Customer
Desktop | Desktop | infrastructure anad ] cycle of the | infrastructure. « User and Device
_ _ includes the following: | infrastructure | “ availability
_ | and will report » Dependent an 3rg
_ * onsite support and | aon the _ parly connectivity WARN,
| monitoring w following: m TELKOM etc
_ * monitoring of “ » Eng of life ‘ * Dependent on 3rg
contracted baseline i {EoL}) party contracting
! o defining analysing | * End of | * Retevant Technalogy
“. and reparting on Support (EaS) | to be avallable from the
m trends * Beyond I chent
% | ® henchmarking _ Commercaliy ! * Avniabitity of requireg
_ | aqainst best practices | Economicai to m infrastructure o provide
_ __ anad of clients * repair {BCER) | the service.
f retirement age. » Obsolete - o Reievant Policies,
_. # _ nat reparable standards and processes
[ ! anymaore, from chont
." | This info will be |
. | made available
__ f ta assist on
_ g replacement
. - [ _ S N N _ N strategies. | e | .
Managed | Managed L4.LAB Services This service will | Relevant the compilation | 90% of calls to be « Approval from
LAN & | LAN & provide the following | deliverables as | and upaating of | resolved within the Customes
Desktop _. Desktop services for the ‘ per contracted “ alt operational ‘ reselution times rolled » User ana Dewice
| !
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infrastructure:

* Building,
Maintaming

+ Updating ang
Implementing of 4 LAB
enviranment to
simulate the Chents
operational
Infrastructure to
perform festing of
patches or platform
changes to ensure
little or no iImpact to
the production
enviranment

Test plans,
Implementation
plans, proposal
documents, etc
for the
operationat
enviFonments,
Outputs will be
maonmitored anag
raported
monthiy with
Quarterly
reguirement
3C55i01S with
the client.

DIN

as follows:

Target date as
negotiated

v

e« Deagendent on 3rd
party connectivity WARN,
FELKOM etc,

» Dependent on 3ra
party contraching

s Relevant Techniogy
to be avadabie frgm the
rhent

* Availabitity of required
infrastructure to provige
the seryice.

o Releyant Palicies,
standards and pracesses
from client
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?mzmama | Managed 15.LAN Design _ This service will Relevant Progress | 80% of calls to be * Approval from
LAN & | LAN & Services pravide the following deliverabies as reports as per | resolved within the Customer
Desktop Desktap _ to new ana existing per approved approved __ resolution times rolled * User and Device
_, LAN Infrastructure: | proposals. project ptan up across all priorities | availability
_ Develop and or asses | | as follows: t = Depandent on 2rd
‘ | LAN network _ party connectivity WAN,
architecture _ | Target date as TELKOM otc.
_ | *Infrastructure design negotiated ¢ Dependent on 3rd
_ | and implementation “ party contracting
_ * onsite support * Retevant Technolagy
w * ' te be avaiadle from the
__ q chent
| _ N * » Availabiiity of required
[ _ infrastructure to provide
# } ' the service.
__ _ |« Relevant Policies,
__ } standards and processes
= == _ SR L. = : . e — | from chrent _
Managed xm:ummn : 16.Application Management, the end-user w lo measure the | « Yanance iess than or * Approval from
LAN & LAN & performance Maintenance, Suppert | response time of {response time | equal to average + Custamer
Desktop Desktop Management and Monitoring of ageskiop related | of the perfarmance * User and Device
Services, apphication's services, contracted avanlabiity
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performance for
impreved end-user
EXDerence

| application
m managed by
the technology,

|

Dl

|

v BV

s Dependent on 3rg
party connectivity WAN,
TELKOM etc.

= Dependent an 3re
party contracting

* Retevant Technoloqy
to be avanabie from the
client

* Availabitity of reguired
infrastructure 1o provige
the service.

o Relevant Rolicies,
standards and procegses
from chent
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Management Maragement

17.Service Desk :

inbound Charnnel
Handling

| The handling of

_ defined inbound

| communication

| channels during

_ agreed times and

| within agreed service
and quality levels,

{ Responsiveness

of Service Desk

| divided by

* Number of | » 80% of calils answereg
calls answered _ n (20) seconds over a
that have | perioad of one calenadar
breached 20 “ month.

» 80% Satisfaction
tevers, i.e. (Inhound
calls)

seconds befare
being answered

Total number i

* Volumes of calls as per
praposal not exceeding
160 per morth aiso

| taking into account

aemand patterns not
exceeding 30% of
contracied volurmes of
calis in 3 wieek,

__ of cails | = Level of users
_ received for the partcipates in the
calendar month survey to abtamm a
‘ {(D7h30 to reasonable sample
16h30) impact by Chent
_ excluding intervention shoulg be
| weekends & areater than 50% of
! public holidays) calis for the month,
o Number of
_ | satisfied
h surveys (top 2
& box scores) t
divided by tota)
__ survey
‘ ! . FESpONSes,
|
Service | Service 18.Incident and | Provision of Incident/ Availability of Provision of | » 0% Avallability of = Custemer and/or s
Management | Management Request | Request Management Incdent/ Request | aceoss to Service Managerment Parties must bave
Management : | reparts on the ! Managerment automated Reporting Platform mternet access.
Monitoring, | performance of all Perfarmance reports on: I » Q0% automated { » Reports wilt be
Reporting and | support Reports * Mawimum _ escatations as per | provided on
| environments/services. Time to agreed escalation pesrformance based op

wmformation that v
within SITA'S contral,

Rosalve (MTTR)
PeF seNee

performance f

_ proceduse,
aganst all

Implementation of the |

M
_ escalation on
m
|
|
[
1
_
|
{
|
_

incidents and Incident/ Request | cateqory and { = The Chent musg
Request | Management __ | prionty provide a Process Owner
| escalation procedure | [ o Maximum to mantan
| aligned to the [ Time to management control
Pl nodent/Request ; Respong © As per agreed scope of
| Maragement Process | {MTTr) per the escalation procedure
| supporting effective | service enabled by the Client
| monitaring of | cateqgory and andfar 3rd Parties.
‘ | escalatians as defined | prionty e Chent keeping SITA
._ | by the escalation | * % of L informed of any changes
d” | procedure with the automated mn thew support andsor
{ | Client, _ escalations reporting structures
| __ n carried aui as * Client keeping SITA

et
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j ﬂ _. | | per agreed
_ _ escalation
; procedure,
__ !
_.
__
| |
| |
Service | Service 19.Remote Provision of ist call | Remoie Support | e Maximum | » Maxim
Management | Management Support (SITA resolution and / or Levels time for minutes
technology) second line support via Remote Request
SITA remate Support to
technology as well as resolve the
resolution and routing ! request /
of incidents o mnadent j.e,
requests in the Service __ | {Specify Type}.
Management System _ w |
fo Support teams. " . {
| | |
{ _ | [
_ _ |
{ | | q
_ m |
| _ _
| | |
| , _
| |
| | |
{ i | _ _
[ | | _
_ [ |
_ ‘ h
"
_. _
DIH v

per [nCident /

e

informed of any changes
in foundation data as
onginally defined in the
URS. {e.g. Site
information)

® Malumes of moméw_.m
calls as per proposat not
exceeding 169 pes
month also taking wto
account demand
patterns not exceeding
30% of contracterd
volumes of sofiware
calls in a8 week.

e Avallatulity # Uptime 4
ACTOSS Provisions of the
Client andior 37d Party
systems used to porform
Remate Support.

s Information and
relates integrity
prowided to Remete
Suppoert by the Chent
and/or 3rd Party to

| infarm the knowledage

base
s Provisiomng of
bandwidth for Interney

access by the cheng,
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KS5. Excluded from this service are the following:

The following areas are exciuded from the Annexure:

a)
b)
c)
d)
e)

f

g)

h)

)
k)

All applications; and

Tapes and other consumables (can be quoted on client’s request); and

Physical Security

Power and surge protection on WAN/LAN, network room-related sites. It is recommended that power
and surge protection be installed on all sites.

Support of any hardware, software or service not specified, or which the client separately contracts.
The requirement of such a service can be negotiated with SITA.

Data communication infrastructure (DCI) procurement will be registered as a service requested from
the client and funded separately. The client will provide additional funds for this activity. This includes
a. new reguirements,

b. renewals {upgrades and replacements),

€.  equipment declared beyond commercial economical repair {BCER), as well as obsolete,

d. equipment damaged by acts of God and malicious damages,

e.  being responsible for the budgeting, supply and distribution of all dient DCI consumables,

f. software licences, and

9. Management tools,

Voice communication infrastructure and the relevant voice communication services (IPT) costs do not
form part of this document. It could be included separately if negotiated and contracted as agreed to
by SITA and the client,

Theft/fire warmning systems and fire-fighting equipment (supply and maintenance of these systems
and equipment). This is a client responsibility unless specified, funded and contracted to SITA.

DCI equipment nol connected to dedicated power (electrical power). Power-related damage to any
DCI environment connected to standand power and not dedicated power will be replaced/ repaired at
the cost of the client.

The proposal excludes all Hardware and Cabling maintenance contracts and is thus exduded from
the costing of the services.

Any requests that fail outside this Service Level Agreement, will be managed as Projects and may
be costed separately. This can include installation of new hardware, such as PC's, Switches,
Servers, implementation of new technology and condition reports exceeding 5 per month,

774 Tir BN
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K6.

10.

11.

12,

Roles and responsibilities

Responsibilities

Execute command and control over its own 1.
personne!, including its contracted

personnel,

Ensure that SITA personnel have the
minimum qualifications and experience to
perform their duties,

Accept responsibility for the quality of all 2.
services performed by SITA employees and
subcontractors, 3.

Establish, implement and maintain a quality
system that pertains to the service,

Not remove any client assets/encryption 4.
devices from the client sites without prior
permission from the client,

Ensure that the client users only connect to
the client and client -approved sites,

Remain accountable for data backup 5
processes and the scheduling of the ¥
backups,

Install and maintain approved corporate
information systems like, for instance, e-mail
systems,

Provide monthly reports that relate to the
measurement of services rendered in |'
accordance with this SLA, '

Obtain an IT baseline from the JTsSM?
database, l

Ensure that the execution of services
rendered by the third-party service providers
of SITA meet service level requirgments, 7.
Ensure that work done in the ICT piatform
environment is accurately labelied/marked
and documented
8.
9.
| 10.
11,
12.
13,

1023 K ver 4.0.docx

Client

Provide environmental and office
infrastructure as agreed to between the
parties for each specific site, incduding }
power, air-conditioning, lighting, water and
other facilities standard to an office
environment,

Be accountable for the accuracy of the I
baseline on the ITSM7 database, ;
ensure physical security of any ICT
infrastructure services supplied by SITA on f
the clients premises,

Ensure that a SITA and/or third-party
service provider is afforded access to all
facilities, information and systems, as
required for the rendering of the service,
provided that the necessary security
requirements are adhered to,

Ensure adequate control mechanisms for
assets provided by SITA on the client
premises in terms of inventory and security
management (losses or physicai damage of
SITA assets on client property, which are not
due to negligence from SITA, will be for the
account of the dients, pending a full
investigation),

Ensure that SITA is afforded the necessary
safety, support and assistance on the dlient
premises, by the relevant dlients staff and
subcontractors, as reasonably required by
SITA to render the service,

Ensure the execution of services rendered by
the third-party service providers of the client
in order for SITA to meet service levels, and
will not penalise SITA,

Be accountable for ali approved costs
incurred by SITA for all devices not included
in the contracted baseline,

Obtain authorisation from the chient or other |
relevant authorities for infrastructure
instaliation/alterations on the client sites,
Notify SITA or SITA contractors about
security-sensitive information on a device
prior to the removal of the s3id device,

Ensure that client members do not
remave/change any labelling in the ICT
cabling infrastructure.
Be accountable for ali costs Incurred by SITA
for the client approved repairs to cabling
damaged by the client or other parties
(excluding STTA and its contractors), and
Always involve SITA in and/or relay
information to SITA timely about any SL4
related issues p!anned_/discussedirequured.
DN v
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K7. Pricing

K7.1 Baseline and Supported Technologies
The baseline technologies that will be supported and maintained include the following:

No. Of Workstations? (Desktops, Laptops) 747
No. Of Servers 3 Physical + 33 Virtual
No. Of Switches the
No. Of Printers, Scanners and Copiers (Including Multifunctional) thc

The type of support per technology is listed below.
Please Note: Fully Manage and First Line Support is defined below.
Fully Manage: These technologies will be maintained and supported, which is dependent on licensing and

adequate hardware, Any upgrade requiring a desktop visit is excluded, Replacement of any faulty hardware
is excluded.

patched {dependant on application). Liaise with 3rd party service providers and OEMs to resolve any issues,
Any upgrade is excluded. Replacement of any faulty hardware is excluded.

Antivirus Software | _System Center Endpoint Protection Fully Manage
Authentication (User and Computer) MS Active Directory Fully Manage
Backup Solution Symantec Backup Exec\Migrating to Data Protector |  Fully Manage
Desktop Appllcétib'ns ‘ 7 Office ZOiG, Office 2019 o - f-uﬁy Ménage
Desktop Operating System MS Windows 10 Fully Manage
Device Management SCCM ! Fully Manage
Disaster Recovery Solution | Platespin ‘  First Line Support
E-mail Archiving Solution Mimecast - 3 | First Line Support
E-mail Mobile Solution | Outlook Web Access - | Fully Manage
E-mail Solytion } MS Exchange 2016\0365 Fully Manage
E-mail Spam filtering | Mimecast First Line Support
Fileand Print Services | Microsoft. - 7 o ' Fully Manage
internet Protocol Address Manageinehi | DHCP ) - Fully Manage
Intrusion Detection Systems Mimecast First Line Support
Mainframe Emulator Software ] Winet , FCP, Perial, Hardcat ' First Line Support
Monitoring Software {Server\Network) | SCCM. Manage Engine AD Manager | Fully Manage
Printers, Scan i¢ ious, Minoita, Sha k ’ .
ncising tiesorsy | gl S5 oo st e Sipon
Patch Management SCCM Updates Fully Manage
P@licy Enforcement 7 - Windows ér@u-p- Policies - Fully M‘anagey
Proxy Management TMG 2010, Squid First Line Support'
Security Permissions Management Windows A:u‘vé Directory, Azure AD First Line Support
Server Hardware DELL EMC — ' First Line Support '
Server Hardware Management VMWare First Line Support
SenverOperatingSystem | Windows Server 2012,2016.208 | _Fully Manage

DUN v Av
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‘Server Storage EMC Onboard First Line Support

Software Deployment MSSCCM Fully Manage
Switch Hardware 3COM, CISCO, HP First Line Support
Switch Management Software OEM to brands above First Line Support
Transversal Systems BAS, PERSAL, HARDCAT First Line Support
Video Calling and Screen Sharing MS Teams Fully Manage
Virtualisation Management VMWare 6 Fully Manage
Virtualisation Software VMWare £5X Fully Manage
Web Conferenci_ng MS Teams Fully Manage

K7.2 Pricing

The following Table identifies the cost for the required support from LAN and Deskto

hereunder which is dependent of 3 party engagement can only be confirmed once
process conciudes and contracted service costs are confirmed, This SLA& costing will then be revised

accordingly. Annual escalation at 5.5% will be applied.
the baseline.

Core Resources:

p services. All costing

the procurement

This pricing will also change if there is a change in

Server Support 180 R 522.02 R 93 963.60
Network Support 80 R 517.28 R 41 382.40
LAN and Desktop Support (Head Office & PMB Surrounding) | 320 R 413.96 R 132 467.20
LAN and Desktop Support (Ministry & PMB Surrounding) 160 R 413.96 R 66 233.60
LAN and Desktop Support (DBN Surrounding & Marine) 160 R 413.96 R 66 233.60
Shared Regional LAN and Desktop Support 320 R 236.93 R 75 817.60
Desktop Standby Support | 1 R 9 600.00 R 9 600.00
Server Standby Support T 1 1 R 9 600.00 R 9 600.00
Consultant Support: LAN and Desktop 40 R 535.53 R 21 421,20
Overtime (Any Support Required Afterhours] 10 R 783.03 R 7 830.30
) i ' - Total Resource Cost | R 524 549.50
e e S o Colical, Opmeationsl 60 | R76 | R12160.00
Reducats Technice s virsoeruin qeencs e | 10 | Re2253 |  meaums0
Travel Kilometres R 3.98 R 5 000.00
___Tota! Monthly Cost (Excl. VAT): | R 549934.80

) ~ Total Monthly Cost (Incl. VAT): | R 632 425.02

) ___Total Annual Cost (Excl. VAT): | R 6 599 217.60

Total Annual Cost (Incl. VAT): | R 7 589 100.24

Notel: Some of the above resources may be outsourced. An addendum to the SLA will

be sent after the

finalisation of the RFQ process to confirm pricing. Resources not in place will not be billed for.

Note2: The exact amount for travel will be bilied once travel has been consalidated for the month. The

above figure Is an estimate and used for budgetary purposes.
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Total Monthly Cost (Exdl. VAT): | _R549934.80  R580181.21 | R 612 091.18
Total Monthly Cost (Incl. VAT): | R632425.02] R667208.40 | R 703904.86
Total Annual Cost (Excl. VAT): l R6599217.60 | R 6 962 174.57 | R 7 345 094.17
Total Annual Cost (Inci. VAT); ' R 7 589 100.24 1 R 8 006 500.75 : R 8 446 858.29

K8. Penalties

1. Apenalty of 2.59% of the monthly total cost may be imposed if it is found that SITA failed to meet
the agreed SLA metrics, and such failure was not caused by a failure of the client to comply with its
obligations and duties in terms of this SLA.

2.  Where penalties are imposed, the relevant monthly invoice will be reduced by the pepaity amount
or a credit note for the penalty amount will be passed within 3 months of the target not being met.

3.  The client reserves the right to enforce these penalties, or not, depending on the merit of each
case,

If SITA fails to achieve the service levels that are stipulated above, and provided that such a failure is
not caused by a failure of the Client to comply with its obligations and duties in terms of this SLA, SITA
shall compensate the Client by raising a credit note with an amount calculated as set out below. Credit
notes will not be processed for such penaities in the event of the Client’s Account being in the arrears.

K9. Dependencies and constraints

K9.1 Dependencies:

1 This Annexure is dependent on a valid and approved Purchase Order {PO) from the client.

2 The effective implementation of the responsibilities specified for SITA and the client.

3 The procurement of services, hardware and software additional to this agreement, as requested by

the client or recommended by SITA.

4 Guaranteed access to client sites, offices, etc., in order for SITA or third-party service providers to

render the required services according to this SLA.

3. Availability of the ITSM7 far cali management (not infrastructure) and acourate communication on

the ITSM? from the client to SITA (i.e. requests, problems, etc.).

6 The client only using standardised/approved sofiware.

7 Client developed software source codes will be supplied to SITA for suppoit.

8 Performance and avallability of hardware, software, network management tools and data lines
supplied by the client and subcontractors of the client.

9.  Availability of skills in SITA.

10. Correct and approved information from the dient to generate, change and cancel access to the
mainframe or part thereof.

11, The client actions taken against environmental threats.

12. Supporting Contracts.

13.  Availability of equipment for testing.

14. Network bandwidth avaliability for system management and software distribution.

15. Detailed, clear and formal communication between the client and SITA.

16. Availability of accurate information from the dient that relates to hardware and software changes.

17. Performance and availability functioning of hardware, software and data lines supplied by
subcontractors of the client (e.g. Telkom).

18. Communication that is timely submitted in order for SITA to respongd.

19. Adherence to and compliance with the relevant security policy of the client by both parties.

20. The procurement of hardware, software and data lines as recommended by SITA.

21. Quality assurance (QA) and final acceptance by SITA of services delivered by contractors or the
client in terms of this SLA environment.

22. Services delivered by the client or their third-party service providers.

23. Availability of efficient management systems

24. Al software and licensing to be supplied by the client or as specified otherwise.

pI7 4 T B¥
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25. Handover documentation to be supplied by the client i.e. (Applications, Software licence register,
Passwords and working procedures),

26. Maintenance contracts or warranty agreements are in place.

27. Full functional data centre with the relevant environmental systems in place.

28. Ineffective and inefficient application systems design may compromise response time service levels
to be achieved.

29. 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 tirme.

K9.2Constraints:

1.  Client funding of Supporting contracts and toolsets.

2. The Client supplied equipment that is not according to standard.

3. Ifthe agreed to LAN desktop support (LDS) baseline grows more than 1% and is sustained for three

consecutive months, the support ratio will need to change.

Guaranteed access to client sites, offices, etc., in order for SITA or third-party service providers to

render the required services according to this SLA.

3.  The availability of skills in SITA.

6.  Provision by SITA of a suitably equipped portable network room in cases where the dlient is unablje
to do se. A project will be registered and extra funds requested from the client.

7. Non-adherence to total lifecycle principles ( non-renewal/replacement of outdated equipment).

8. Client security requirements.

9.  Non-adherence to administrative issues by SITA and the dient.

10. Non-adherence to procedures and instructions by SITA and the diient,

11. Incorrect, non-reporting or jate reporting/logging of calls.

12. Unplanned increases in the number of users and data volumes.

K10. Assumptions

1. The client will be responsible for all End User or Desktop Maintenance Contracts when required;

2. The client will be responsible for provisioning of ali Software Licensing;

3. All ITC policies and procedures are in place where applicable;

4. All software supported shouid fali under the OEM life cycle. If not best effort service will apply; and

K11. Additional Services LAN & Desktop Services on quotation or project basis

Major enhancements like version change and/or new projects,

Co
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