SBD1

PART A
- INVITATION TOBID -
YOU ARE HEREBY INVITED TO BiD FOR REQUIREMENTS OF THE (NAME OF DEPARTMENT/ PUBLIC ENTITY)
BID NUMBER: | PRDP 10/2020/21 | CLOSING DATE: 30 April 2021 CLOSING TIME: | 11H00
THE PROVISION OF A CUSTOMER CONTACT CENTRE SERVICE FOR THE
pescripTioN | PREMIER'S HOTLINE
BID RESPONSE DOCUMENTS MAY BE DEPOSITED IN THE BID BOX SITUATED AT (STREET ADDRESS)
40 HANS VAN RENSBURG
POLOKWANE
0700
_ BIDDING PROCEDURE ENQUIRIES MAY BE DIRECTED TO TECHNICAL ENQUIRIES MAY BE DIRECTED TO: 1
CONTACT PERSON | NEMUHUYUNI E CONTACT PERSON
TELEPHONE NUMBER | 015 287 6000 TELEPHONE NUMBER
FACSIMILE NUMBER FACSIMILE NUMBER
E-MAIL ADDRESS fl emier limpopo.gov.za | E-MAIL S5 J
SUPPLIER INFORMATION
L
NAME OF BIDDER e
POSTAL ADDRESS ' =
STREET ADDRESS
| TELEFHONE NUMBEER | CODE
CELLPHOME NUMBER
FACSIMILE NUMBER | CODE
E-MAIL ADDRESS
VAT REGISTRATION
NUMBER
SUPPLIER TAX = CENTRAL
COMPLIANCE STATUS | COMPLIANCE = SUPPLIER
SYSTEM PIN: DATABASE
Mo: | masa
B-BBEE STATUS TICK APFLICABLE BOX] B-BBEE STATUS LEVEL SWORN [TICK APFLICABLE BOX]
LEVEL VERIFICATION AFFIDAVIT
CERTIFICATE
[ Yes CJ Na [ Yes CINe
[A B-BBEE STATUS LEVEL VERIFICATION CERTIFICATE/ SWORN AFFIDAVIT (FOR EMES & QSEs) MUST BE SUBMITTED IN |
ORDER TO QUALIFY FOR PREFERENCE POINTS FOR B-BBEE] |
ARE YOU THE
ACCREDITED
REPRESENTATIVE IN ARE ¥0OL A FOREIGH BASED [Jes Oto
SUPPLIER FOR THE GOODS
SOUTH AFRICA FOR | []ves [no ISERVICES /WORKS OFFERED?
THE GOODS [IF YES, ANSWER THE
/SERVICES /WORKS | [IF YES ENCLOSE PROCF QUESTIONNAIRE BELOW |
OFFERED?

QUESTIONNAIRE TO BIDDING FOREIGN SUPPLIERS

IS THE ENTITY A RESIDENT OF THE REPUBLIC OF SOUTH AFRICA (RSA)T
DOES THE ENTITY HAVE A BRANCH IN THE RSA?
DOES THE ENTITY HAVE A PERMANENT ESTABLISHMENT IN THE RSA?
DOES THE EMTITY HAVE ANY SOURCE OF INCOME IN THE REA?

IS THE ENTITY LIABLE IN THE RSA FOR ANY FORM OF TAXATION?
IF THE ANSWER IS “NO" TO ALL OF THE ABOVE, THEN IT IS NOT A REQUIREMENT TO REGISTER FOR A TAX COMPLIANCE STATUS SYSTEM
PIN CODE FROM THE SOUTH AFRICAN REVENUE SERVICE (SARS) AND IF NOT REGISTER AS PER 2.3 BELOW.

O ves CINO
] ¥Es [InO
O ves Ono
[J ¥ES [JNO
] YES CIND




(1, BID SUBMISSION:

SBD1

PART B
TERMS AND CONDITIONS FOR BIDDING

IS =

| 11, BIDS MUST BE DELIVERED BY THE STIPULATED TIME TO THE CORRECT ADDRESS. LATE BIDS WILL NOT BE ACCEPTED FOR |

1.2

2

14,

2= s

CONSIDERATION.

ALL BIDS MUST BE SUBMITTED ON THE OFFICIAL FORMS PROVIDED-(NOT TO BE RE-TYPED) OR IN THE MANNER PRESCRIBED
IM THE BID DOCUMENT.

13 THIS BID 15 SUBJECT TO THE PREFERENTIAL PROCUREMENT POLICY FRAMEWORK ACT, 2000 AND THE PREFERENTIAL

PROCUREMENT REGULATIONS, 2017, THE GENERAL CONDITIONS OF CONTRACT (GCC) AND, IF APPLICASLE, ANY OTHER
SPECIAL CONDITIONS OF CONTRACT.

THE SUCCESSFUL BIDDER WILL BE REQUIRED TO FILL IN AND SIGN A WRITTEN CONTRACT FORM (SBD7).

T LIFREMENT.

Z1
2.2

23

24
25

rd

T

BIDDERS MUST ENSURE COMPLIANCE WITH THEIR TAX OBLIGATIONS.

BIDDERS ARE REQUIRED TC SUBMIT THEIR UNIGUE PERSOMAL IDENTIFICATION NUMBER (PIN) ISSUED BY SARS TO ENABLE
THE QRGAN OF STATE TO VERIFY THE TAXPAYER'S PROFILE AND TAX STATUS.

APPLICATION FOR TAX COMPLIANCE STATUS (TCS) P MAY BE MADE VIA E-FILING THROUGH THE SARS WEBSITE
WWW.SARS. GOV ZA,

BIDOERS MAY ALSD SUBMIT A PRINTED TCS CERTIFICATE TOGETHER WITH THE BID.

IN BIDS WHERE CONSORTIA/ JOMT VENTURES | SUB-CONTRACTORS ARE INVOLVED, EACH PARTY MUST SUBMIT A SEPARATE
TCS CERTWICATE / PIN { C5D NUMBER

WHERE NO TCS PIN IS AVAILABLE BUT THE BIDDER IS REGISTERED ON THE CENTRAL SUPPLIER DATABASE {CBD}, A CSD
HUMBER MUST BE FROVIDED.

NO BIDS WILL BE CONSIDERED FROM PERSONS M THE SERVICE OF THE STATE, COMPANIES WITH DIRECTORS WHO ARE
PERSONS IN THE SERVICE OF THE STATE, OR CLOSE CORPORATIONS WITH MEMBERS PERZONS IN THE SERVICE OF THE
STATE”

NB: FAILURE TO PROVIDE [ OR COMPLY WITH ANY OF THE ABOVE PARTICULARS MAY RENDER THE BID INVALID,

SIGNATUREOFBIDDER: @ i s

CAPACITY UNDER WHICH THIS BID IS SIGNED:

{Proof of authority must be submitted e.g. company resclution)

DATE: isassassessessiersseisastiensy e s s




NOTE:

5BD 3.1

PRICING SCHEDULE — FIRM PRICES
{(PURCHASES)

ONLY FIRM PRICES WILL BE ACCEPTED. NON-FIRM PRICES (INCLUDING PRICES
SUBJECT TO RATES OF EXCHANGE VARIATIONS) WitLL NOT BE CONSIDERED

IN CASES WHERE DIFFERENT DELIVERY POINTS INFLUENCE THE PRICING, A
SEPARATE PRICING SCHEDULE MUST BE SUBMITTED FOR EACH DELIVERY
POINT

Name of bidder. .. ... . Bid UMDY . oo e e et rra e e e e emrbn s e

Closing Time 11:00 Closing date: 30 Aprii 2021

OFFER TO BE VALID FOR 90 DAYS FROM THE CL.OSING DATE OF BID.

ITEM QUANTITY DESCRIPTION BID PRICE IN RSA CURRENCY
NO. = (ALL APPLICABLE TAXES INCLUDED)
- Reguired by:
- Al e
- Brand and model e
- Country of origin.
- Does the offer comply with the specification{s)? *YES/NO
- If not to specification, indicate deviation{s} ...
- Period required for delivery
*Delivery: Firm/not firm
- Delivery basis e e e
Note:  All delivery costs must be included in the bid price, for delivery at the prescribed destination.

3]l applicable taxes” includes value- added tax, pay as you eam, income tax, unempioyment
insurance fund contributions and skilis development levies.

*Detete if not applicable



2.1

261

ANNEXURE B
SBD 4

DECLARATION OF INTEREST

Any legal person, including persons employed by the state’, or persons having a kinship with
persons employed by the state, including a blood relationship, may make an offer or offers in

terms of this invitation to bid (inciudes an advertised competitive bid, a limited bid, a proposal

or written price quotation). In view of possible allegations of favouritism, should the resuiting

bid, or part thereof, be awarded fo persons employed by the state, or fo persons connected

with or related to them, it is required that the bidder or hisiher authorised representative

declare histher position in relation to the evaluating/adjudicating authority where-

the bidder is employed by the state; and/or

- the legal person on whose behalf the bidding document is signed, has a relationship
with persons/a person who arefis involved in the evaluation and or adjudication of the
bid(s), or where it is known that such a relationship exists between the person or
persons for or on whose behalf the declarant acts and persons who are involved with
the evaluation and or adjudication of the bid.

In order to give effect to the above, the following questionnaire must be completed
and submitted with the bid.

Full Name of bidder or his or her representative:

Position occupied in the Company (director, trustee, sharehoider®, member):

...........................................................................................................................

trust;

VAT Registration Number;
The names of. éil directors / trustees / shareholders / members,“their individual identity
numbers, tax reference numbers and, if applicable, employee / PERSAL numbers must be
indicated in paragraph 3 below.

“Slate” means —

{a) any national or provincial departmenl, nafional or provintial public entity or constitutiona! institullon within the meaning of the Public
Finance Management Act, 1999 {Act No. 1 of 1998);
{b) any municipality or municipal entity;




{c) provinciat legistature;
{d} nationat Assembly or the national Coundii of provinces; or
(&) Pariameni.

rShareholder” means a person who owns shares in the company and is actively inveived in the management of the enterprise or busingss and exercises
control gver the enterprise.

2.7

L3

Are you or any person connected with the bidder
presently employed by the state?

If so, furnish the following pariiculars:

Name of person / director / trustee / shareholder/ member:

Name of state insfitution at which you or the person
connected to the bidder is employed

........................................................................

If you are presently employed by the state, did you obtain
the appropriate authority fo undertake remunerative
work outside employment in the public sector?

If yes, did you attach proof of such authority to the bid
document?

(Note: Failure to submit proof of such authority, where
applicable, may result in the disqualification of the bid.

I no, furnish reasons for non-submission of such proof.

...............................................................................
...............................................................................

Did you or your spouse, or any of the company's directors /
trustees / shareholders / members or their spouses conduct

business with the state in the previous twelve months?

If 80, furnish particulars:

.............................................................................
.............................................................................

..............................................................................

Do you, or any person connected with the bidder, have

- YES/NO

YES/NO

YES/NO

YES/NO

YES/NO




any relationship (family, friend, other) with a person
employed by the state and who may be involved with
the evaluation and or adjudication of this bid?

2.8.1  If so, furnish particulars.

........................................................................

2.10  Are you, or any person connected with the bidder, YES/NO
aware of any relationship (family, friend, other) between
any other bidder and any person employed by the state
who may be involved with the evaluation and or adjudication
of this bid?

2.10.11f so, furnish particulars.

........................................................................

211 Do you or any of the directors / trustees / shareholders / members YESINO
of the cormpany have any interest in any other related companies
whether or not they are bidding for this contract?

2.11.11f so, furnish particulars:

........................................................................................

. Fult details of directors / trustees / members / shareholders.
Full Name Identity Personal State Employee
Numbexr Income Tax | Number /
Reference Persal Number

Number




4

DECLARATION
|, THE UNDERSIGNED (NAME)... ..o e e

CERTIFY THAT THE INFORMATION FURNISHED IN PARAGRAPHS 2 and 3 ABOVE IS

CORRECT.
| ACCEPT THAT THE STATE MAY REJECT THE BID OR ACT AGAINST ME SHOULD THIS

DECLARATION PROVE TO BE FALSE.

Position Name of bidder

November 2011




SBD 6.1

PREFERENCE POINTS CLAIM FORM IN TERMS OF THE PREFERENTIAL
PROCUREMENT REGULATIONS 2017

This preference form must form part of all bids invited. It contains general information and
serves as a claim form for preference points for Broad-Based Black Economic Empowerment
{B-BEEE) Status Leve! of Contribution

NB: BEFORE COMPLETING THIS FORM, BIDDERS MUST STUDY THE GENERAL
CONDITIONS, DEFINITIONS AND DIRECTIVES APPLICABLE IN RESPECT OF B-
BBEE, AS PRESCRIBED IN THE PREFERENTIAL PROCUREMENT
REGULATIONS, 2017.
1. GENERAL CONDITIONS
14  The following preference point systems are applicable to all bids:
- the B0/20 system for requirements wilh a Rand value of up to R50 000 000 (=il
applicable laxes included), and
- the 90/10 system for requirements with a Rand value above R50 000 000 (all
applicable taxes included).
1.2
E.} The value of this bid is estimated to sxcead/nol excand RS0 000 000 {HH EPPIiCEblE‘
taxes inciuded) and therefore the ............. preference point system shall be
applicable; or
b) Either the 8020 or 90/10 preference point system will be applicable to this tender
{delete whichever is not applicable for this tender).
1.3 Puoints for this bid shall be awarded for:
(a) Price; and
(b) B-BBEE Status Level of Contributor,
1.4  The maximum points for this bid are allocated as follows.
PRICE
B-BBEE STATUS LEVEL OF CONTRIBUTOR
Total points for Price and B-BBEE must not
axcoed
1.5  Failure on the part of a bidder to submit proof of B-BBEE Status level of coniributor
together with the bid, will be interpreted to mean that preference points for B-BBEE siatus
level of contribution are not claimed.
1.6  The purchaser reserves the right to require of a bidder, either before a bid is adjudicated

or at any time subsequently, to substantiate any claim in regard to preferences, in any
mannear required by the purchaser.



i~

DEFINITIONS

(a) “B-BBEE” means broad-based black economic empowerment as defined in section
1 of the Broad-Based Black Economic Empowerment Act;

(b) “B-BBEE status level of contributor” means the B-BBEE status of an entity in terms
of a code of good practice on black economic empowerment, issued in terms of
section 9(1) of the Broad-Based Black Ecenomic Empowerment Act;

{c) “bid” means a written offer in a prescribed or stipulated form in response 0 an
invitation by an organ of state for the provision of goods or services, through price
quotations, advertised competitive bidding processes or proposals;

(d) “Broad-Based Black Economic Empowerment Act” means the Broad-Based
Black Economic Empowerment Act, 2003 (Act No. 53 of 2003);

{e) “EME” means an Exempted Micro Enterprise in terms of a code of good practice on
black economic empowerment issued in terms of section 9 (1) of the Broad-Based
Black Economic Empowerment Act;

() “functionality” means the ability of a tenderer 1o provide goods or services in
accordance with specifications as set out in the tender documents.

(g) “prices” includes all applicable taxes less all unconditional discounts;

{h) “proof of B-BBEE status level of contributor” means:
1) B-BBEE Status level certificate issued by an authorized body or person;
2} A sworn affidavit as prescribed by the B-BBEE Codes of Good Practice;
3) Any other requirement prescribed in terms of the B-BBEE Act;

(i) “QSE” means a qualifying small business enterprise in terms of a code of good
practice on black economic empowerment issued in terms of section 9 (1) of the
Broad-Based Black Ecenomic Empowermeni Act;

(i *rand value” means the total estimated value of a contract in Rand, calculated at the
time of bid invitation, and includes all applicable taxes;

POINTS AWARDED FOR PRICE
THE 80/20 OR 90/10 PREFERENCE POINT SYSTEMS
A maximum of 80 or 90 points is allocated for price on the following basis:

80/20 or 96/10
peogd1— Pr— P‘mm) or Pe— 90[1 _ P P‘mm]
£ min Fmin
Where
Ps = Points scored for price of bid under consideration
Pt = Price of bid under consideraticn
Pmin = Price of lowest acceptable bid

POINTS AWARDED FOR B-BBEE STATUS LEVEL OF CONTRIBUTOR

in terms of Regulation 6 (2) and 7 (2) of the Preferential Procurement Regulations,
preference points must be awarded to a bidder for attaining the B-BBEE status level of
contribution in accordance with the table below:

Page 20f 5 i e




6.1

[

7.1.1

B-BBEE Status Level of ~ Number of points Number of poinis
Contributor (90/10 system) (BO/20 systam)

1 10 20

2 9 18

3 6 14

4 4] 12

5 4 8

6 3 5]

[ 7 2 4

8 1 2

Mon-compliant o 0
cantributor
BID DECLARATION

Bidders who claim points in respect of B-BBEE Siatus Level of Contribution musl
complete the following:

B-BBEE STATUS LEVEL OF CONTRIBUTOR CLAIMED IN TERMS OF
PARAGRAPHS 1.4 AND 4.1

B-BBEE Status Level of Contributor: LT {maximum of 10 or 20 points)

(Points claimed in respect of paragraph 7.1 must be in accordance with the table
reflected in paragraph 4.1 and must be substantiated by relevant proof of B-BBEE
status level of contributor.

SUB-CONTRACTING
Will any portion of the contract be sub-contracted?

( Tick applicable box)
[YES| | NO

If yas, indicate:

i} What percentage of the contract will ba
subcontracted................cooviiiiiiii s %

iiy The name of the sub-contractor...

iii} The B-BBEE slatus Ieuelufthasub-mntractnr

iv) Whether the sub-contractor is an EME or QSE

(Tick EiEﬁﬂ'M’ box)
YES NO

v) Specify, by ticking the appropriate box, if subcontracting with an enterprise in terms
of Preferential Procurement Regulations,2017:

Designated Group: An EME or QSE which is at last 51% owned EME QSE

by: o Y

Black people

Black people who are youth

Black people who are women

Black people with disabilities

Black people living in rural or underdeveloped areas or townships

Cooperative owned by black people

Pega 3of 5




Black people who are military veterans

OR
Any EME
Any QSE
8. DECLARATION WITH REGARD TO COMPANY/FIRM
8.1 Name of
COMIDANIY TN o et e e e e
8.2 VAT registration
Q101a1ts = cRU RO P PRSP
8.3 Company registration
3 TRI 1] =) TR PP ST PO
8.4 TYPE OF COMPANY/ FIRM
Partnership/Joint Venture / Consortium
One person business/sole propriety
Close corporation
Company
T {Pty) Limited
[TiCK APPLICABLE BOX]
8.5 DESCRIBE PRINCIPAL BUSINESS ACTIVITIES
8.6 COMPANY CLASSIFICATION
Manufacturer
Supplier
Professional service provider
: Other service providers, e.g. transporter, eic.
[TICK APPLICABLE BOX]
8.7 Total number of years the company/firm has beenin business:........................
8.8 Iiwe, the undersigned, who is / are duly authorised to do so on behalf of the

company/firm, certify that the points claimed, based on the B-BBE status level of
contributor indicated in paragraphs 1.4 and 6.1 of the foregoing certificate, qualifies the

company/ firm for the preference(s) shown and | / we acknowledge that:

i} The information furnished is true and correct;

i) The preference points claimed are in accordance with the General Conditions as

indicated in paragraph 1 of this form;

i} In the event of a contract being awarded as a result of points claimed as shown in
paragraphs 1.4 and 6.1, the contractor may be required to furnish documentary

proof to the satisfaction of the purchaser that the claims are correct;

iv) If the B-BBEE status level of contributor has been claimed or obiained on a

Page 4 of 5
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5

fraudulent basis or any of the conditions of contract have not been fulfilled, the
purchaser may, in addition to any other remedy it may have —

(a) disqualify the person from the bidding process;

(b} recover costs, losses or damages it has incurred or suffered as a
result of that person’s conduct;

(c) cancel the contract and claim any damages which it has suftered as
a resuit of having to make less favourable arrangements due to such
cancellation;

{d) recommend that the bidder or contractor, its shareholders and
direciors, or only the shareholders and directors who acted on a
frauduient basis, be restricted by the National Treasury from
obtaining business from any organ of state for a period not
exceeding 10 years, after the audi afteramn partemn (hear the other
side) rule has been applied; and

(e) forward the matter for criminal prosecution.

WITNESSES

T DATE: e
ADDRESS e

Page 5 of 5 - ;




SBD 8

DECLARATION OF BIDDER’S PAST SUPPLY CHAIN MANAGEMENT

PRACTICES

This Standard Bidding Document must form part of all bids invited.

It serves as a declaration to be used by institutions in ensuring that when goods
and services are being procured, all reasonable steps are taken to combat the

abuse of the supply chain management system.

The bid of any bidder may be disregarded if that bidder, or any of its directors

have-

a. abused the institution’s supply chain management system;

b. committed fraud or any other improper conduct in refation to such system; or

c. failed to perform on any previous contract.

In order to give effect to the above, the following questionnaire must be
completed and submitted with the bid.

Is the bidder or any of its directors listed on the National Treasury’s Database of
Restricted Suppliers as companies or persons prohibited from doing business with the
public sector?

{Companics or persons who are listed on this Database were informed in writing
of this restriction by the Accounting Officer/Authority of the institution that
imposed the restriction after the awdi alteram partem vule was applied).

The Database of Restricted Suppliers now resides on the National Treasury’s
website(www.freasury.gov.za) and can be accessed by clicking on its link at the
botiom of the home page.

Yes

4.1.1

It so. Furnish particulars:

Is the bidder or any of its directors listed on the Register for Tender Defaulters in
terms of section 29 of the Prevention and Combating of Corrupt Activities Act (No 12
of 2004)?

The Register for Tender Defaulters can be accessed on the National Treasury’s
website {(www.treasury.gov.za) by clicking on its link at the bottom of thie home

page.

No

If 50, Furnish particulars:

4.3

Was the bidder or any of its directors convicted by a court of law tincluding & court
outside of the Republic of South Aftica) for fraud or corruption during the past five
years?

Yes

No

4.3.1

If so, furnish particulars:

4.4

Was any contract between the didder and any organ of state terminated du ring the past
five years on account of failure to perform on or comply with the contract?

Yes

No




SBD 9
CERTIFICATE OF INDEPENDENT BID DETERMINATION

1 This Standard Bidding Document (SBD) must form part of all bids? invited.

2 Secticn 4 (1) (b) (iii} of the Competition Act No. 89 of 1998, as amended, prohibits an
agreement between, or concerted practice by, firms, or a decision by an association of
firms, if it is between parties in a horizontal relationship and if it invelves collusive
bidding (or bid rigging).? Collusive bidding is a pe se prohibition meaning that it cannot
be justified under any grounds.

3 Treasury Regulation 16A9 prescribes that accounting officers and accounting authorities
must take all reasonable sieps to prevent abuse of the supply chain management
system and authorizes accounting officers and accounting authorities to:

a. disregard the bid of any bidder if that bidder, or any of its directors have abused
the institution’s supply chain management system and or committed fraud or any
other improper conduct in retation to such system.

b. cancel a contract awarded to a supplier of goods and services if the supplier
committed any corrupt or fraudulent act during the bidding process or the
execution of that contract.

4 This SBD serves as a cerlificate of declaration that would be used by institutions to
ensure that, when bids are considered, reasonable steps are taken 1o prevent any form
of bid-rigging.

5 In order to give effect to the above, the attached Certificate of Bid Petermination (SBD 9)
must be completed and submitted with the bid:

1 Inctudes price quotations, advertised competitive bids, limited bids and proposals.

2 pid rigging {or collusive bidding) occurs when husinesses, that would otherwise be expacted to compete, secretly conspire to raise prices or
lower the quality of goods and / ar services for purchasers who wish to acquire goods and / or services through a bidding process. Bid

rigging is, therefore, an agreemeant between competitors not to compete.



SBD 9

CERTIFICATE OF INDEPENDENT BID DETERMINATION

1, the undersigned, in submitting the accompanying bid:

{Bid Number and Description}

in response to the invitation for the bid made by:

(Name of Institution)

do hereby make the following statements that | certify to be true and complete in every respect:

| certify, on behalf of: that:
(Name of Bidder)
1. 1 have read and | understand the conienis of this Certificate;

2. 1 understand that the accompanying bid will be disqualified if this Certificate is found not
io be true and complete in every respect;

3. 1 am authorized by the bidder 1o sign this Certificate, and to submit the accompanying
bid, on behalf of the bidder;

4. Each person whose signature appears on the accompanying bid has been authorized by
the bidder to determine the terms of, and to sign the bid, on behalf of the bidder;

5. For the purposes of this Certificate and the accompanying bid, | undersiand that the
word “competitor” shall include any individual or organization, other than the bidder,
whether or not affiliated with the bidder, who:

{a) has been requested to submit a bid in response to this bid invitation;

{0) could potentially submit a bid in response to this bid invitation, based on
their qualifications, abilities or experience; and

(c) provides the same goods and services as the bidder and/or is in the same
tine of business as the bidder



d.4.1 | 1f so, Furnish particitlars:

SBD 8
CERTIFICATION

I, THE UNDERSIGNED (FULL NAME). ..ot ceceaceenes
CERTIFY THAT THE INFORMATION FURNISHED ON THIS DECLARATION
FORM IS TRUE AND CORRECT.

I ACCEPT THAT, IN ADDITION TO CANCELLATION OF A CONTRACT,
ACTION MAY BE TAKEN AGAINST ME SHOULD THIS DECLARATION

PROVE TO BE FALSE.

--------------------------------------------------------------------------------

R N R R I I R R R R L E R L L]

Position Name of Bidder
Ia363bW




SBD 9

6. The bidder has arrived at the accompanying bid independently from, and without
consultation, communication, agreement or arrangement with any competitor. However

communication between partners in a joint venture or consortium® will not be construed

as collusive bidding.
7. In particular, without limiting the generality of paragraphs 6 above, there has been no
consultation, communication, agreement or arrangement with any competitor regarding:

(a} prices;

{b} geographical area where product or service will be rendered (market
allocation)

{c) methods, factors or formulas used to calculate prices;

(d) the intention or decision to submit or not t¢ submit, a bid;

(e} the submission of a bid which does not meet the specifications and
conditions of the bid; or

49 bidding with the intention not to win the bid.

8. In addition, there have been no consultations, communications, agreemenis or
arrangements with any competitor regarding the quality, quantity, specifications and
conditions or delivery particulars of the products or services to which this bid invitation
relates.

8. The terms of the accompanying bid have not been, and will not be, disclosed by the
bidder, directly or indirectly, to any competitor, prior to the date and time of the official
bid opening or of the awarding of the contract.

* Joint venture or Cansortium means an association of persons for the purpose of cambining their expertise, property, capital, effarts, skill
and knowledge in an activity for the executick of a contract.




SBD9

10. | am aware that, in addition and without prejudice t¢ any other remedy provided to
combat any restrictive practices related to bids and contracfs, bids that are suspicious
will be reported to the Competition Commission for investigation and possible imposition
of administrative penaities in terms of section 58 of the Competition Act No 89 of 1998
and or may be reported to the National Prosecuting Authority (NPA) for criminal
investigation and or may be restricted from conducting business with the public sector
for a period not exceeding ten (10) years in terms of the Prevention and Combating of
Corrupt Activities Act No 12 of 2004 or any other applicabie legisiation.

Position Name of Bidder
Js8tdw 2



1.1

1.2

1.3

1.4

1.2

REPLISLIC OF SOUTH AFRICA

TERMS OF REFERENCE
FOR PRDP 10/2020/21 - THE PROVISION OF A CUSTOMER CONTACT CENTRE
SERVICE FOR THE PREMIER'S HOTLINE

INTRODUCTION

The Office of the Premier in the Limpopo Province hereby requires & multi-channel
customer contacl centre service to enable it to establish, within a period of three months,
a Premier's Holline with a view to improving delivery of public services by registering
service complaints from members of the public and by tracking and monitoring the
addressing of these service complaints by government agencies up to the point of final
resclution of these complaints. The focus is not so much on call volumes but on call

quality outcomes.

The Office of the Premier reserves the right to accepl all or part of a bid for the required
solution, or not to award the bid at all.

Each statement of requirement, prompt for information, gquery, or condition in this bid
specification must be responded to by noting the information given and acknowledging
that it is understood and agreed to; providing the requested information; answering the
query in brief, succinctly and to the point; indicating acceptance or otherwise of the
terms; and by providing aTy.,_SLJpplen'rentary commenis as may be necessary.

The bid response layout 't-hnuld e such that each bid clause is reproduced in full and is
followed by a reply, The clauses and replies must be distinguishable from each other in
slyle and appearance by the use of a font, colour, borders, and bolding or italics, for

example.

Bid documents should be deposited in the tender box situated at the pramises of the
Office of the Premier, Limpopo at 40 Hans van Rensburg Street, Polokwane, before or
on the closing date specified in the Limpopo Tender Bulletin, All bids, when they are
submitted, must be sealed and must bear the official bid number as well as the title of
this request for bids on the oulside.

Limpopo Customer Contact Centre Service Bid Specification

CONFIDENTIAL



1.6  This request for bids document contains confidential information about the Limpopo
Provincial Administration. This information has been provided to supply potential bidders
with the data necessary to provide a holistic response. Non-public information received
by any parly in connection with the engagement described in this document must be
treated as confidential, No part of the contents may be used, copled, disclosed or
conveyed in whole or in part to any party, in any manner whatsoever without the prior
written permission of the Office of the Premier, Any reproduction or transmission of
information contained in this document except for the sole purpose of responding to this
bid is strictly prohibited. References to the Limpopo Provincial Administration must not
be made in any literature, promotional material, and brochures or sales presentations
without the express written conzent of the Office of the Premier,

2, DEFINITION OF TERMS

Unless the context indicates otherwise, the following terms used in this bid shall have
the following meaning:

2.1. "Office” means the Office of the Premier, Limpope,

2.2 "Preferential Procurement Regulations, 2017° mean the Preferential
Procurement Regulations, 2017 issued in terms of the Preferential Procurement
Policy Framework Act, 2000 (Act No. 5 of 2000),

2.3. "Project Manager” means the person appointed by the Service Provider as
such, responsible for the successful planning, execution, monitoring, control and
closure of the contract by the Service Provider,;

24, “Bervices® mean the provision of a customer contact centre service for the
Premier's Hotline as contemplated in parl D of these terms of reference; and

25 '"Service call’ is a telephone call received via the cuslomer contact centre on a
matter of service delivery, which can take the form of a complaint, query, enguiry
or suggestion.

3. ACRONYMS
an BBBEEA: Broad-Based Black Economic Empowerment Act, 2003 {Act No.

53 of 2003);
3.2 CsD Central Suppiier Database;

CONFIDENTIAL
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3.3 DRF Data Recovery Plan;

34 EME: Exempted Micro Enterprise:

35 ICT Information Communication Technology,

36 IS0 9000: International Standard Organisation;

3T ITSM 7 International Technology Service Management;

38 IVR: Interactive Voice Response;

39 LPA: Limpopo Provincial Administration;

3.10 PPPFA: Preferential Procurement Policy Framework Act, 2000 (Act No. 5
of 2000); and

311 SMs: Short Message Service.

DURATION OF CONTRACT

The contract period is twenty-four (24) menths.

SECTION A: c

5.1

5.2

5.3

5.4

5.5

5.6

OBJECTIVE & SOLUTION SOUGHT

This bid specification sets out the customer contact centre service requirements of the
LPA. With this bid, the Office would like to:

increase the operational efficiency of the LPA by providing a single toll-free contacl point
o members of the public and by employing more efficient methods of handling
significant levels of customer interactions;

consclidate and reduce the cost of monitoring and tracking service complaints;

improve customer access and choice of access whilst reducing the cost of customer
interaction management;

improve customer service delivery outcomes;
reduce complainant or caller run around incidences and times:

allow, through data, pallern and trend analyses, early identification of customer service
trouble spots and problem issues,

A bidder should indicate clearly in their response how the objectives stated above can be

achleved using their hardware, software and service offerings.

SECTION B: BIDDER PROFILE/S

Limpopo Customer Contact Centre Service Bid Specification
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6.1

6.2

6.3

6.4

6.5

6.6

g.7

6.8

6.9

COMPANY PROFILE

Bidders should furnish the foliowing details about themselves, In the case of a
consortium bid, the following details must be provided in respect of each and every

member of the consortium:

State the name of your enlity and give entity particulars such as business address,
company and VAT registration numbers, and contact details, if this has not already baen
noled on the official bid forms, as well as Entity Structure, Management Structure,
operating struclure, geographical spread or presence, etc. Only the prime contractor
details, in the case of a consortium, nead be entered on the official bid forms.

If you are 8 member of a consortium for this bid, what is your precise role/s in this
consortium? The overall management structure and business model of the consortium
musi be indicated.

How long have you been in business? State date of establishment of the entity and
provide proof of registration with the Registrar of Companias, if your entity is a company.

What Is your enlity's core business, and how long has this been your core business?

Do you have any standing partnerships or business associations with other entities? If
50, provide details and illustrate the relationship/s schematically. Details of your major
suppliers of technology products and services proposed in your bid must be provided.

What is the total complement of your staff?

What is the complement of your management and tachnical staff?

Provide details of your clients in Limpopo and in South Africa who make use of products
and services similar o the onas you offer in this bid, including names, contact persons
and the natura of the installations or services, The LPA reserves the right to visit one or

more of these clients.

Doas tha entity comply with and adhere to IS0 8000 standards andfor Information
Technology Service Management (ITSM) 7 standards or latest? If so, do you have an
accreditation or certification to this effect? Provide written proof of accreditation or
cerification, if you have one.

Limpops Customer Contact Centre Service Bid Specification
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6.10

6.11

612

6.13

G.14

6.15

6.16

Provide copies of the most recent financial statements.

If you are a value added reseller or a franchisee, provide proof of accreditation from your
principal/s.

If you are a value added reseller or a franchisee, is your principalls prepared o deal
directly with the Limpopo Provincial Administration in the event of a service default by
yourselves? If so, provide a written backing from your principalls.

Provide proof of your track record in transferring technical and managerial skills to your
own employees and to employees of your clients, particularly employees who are
previously disadvantaged individuals. Please provide contact details of these clients
and individuals.

Describe skill sels and competencies of your resources related to this bid. Whal is the
number of resources you have in the skill sets that would likely be called upon for the
rendering of the Contact Centre Service ensuing from this bid and where are those
resources based? List all personnel to be assigned to this service, by
employer/subcontractor, identifying their qualifications to perform tasks/functions to be
assigned.

A consortium must submit with their bid, their consortium member parinership
agreement/s that indicates their expectations of one another and their responsibilities
towards one another in respect of their duties to fulfil the obligations of the consortium in
this bid. Any omission in this regard may invalidate your bid.

Where consortia / Joint Venlures [/ Sub-contract are involved, each party must be
registered on the CSD and their Tax Compliance status will be verified through the CSD.

SECTION C: TERMS AND CONDITIONS

7.

7

GENERAL TERMS AND CONDITIONS SPECIFIC TO THIS BID

OFFICIAL SUPPLY CHAIN MANAGEMENT DOCUMENTS AND FORMS

The terms and conditions specified in this bid specification must be read in conjunction
with the General Conditions of Contract {GCC), which form an integral part of this bid.
Prospective bidders will be well-advised to also familiarize themselves with the
Preferential Procurement Regulations, 2017, which may be obtained from the Limpopo
Provincial Treasury.

Limpope Customer Contact Canlre Service Bid Specification
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1.2

A bidder mus!t complete all relevant official bid forms/documents issued by the Office of
the Premier Supply Chain Management Unit and submit them as part of the bid.

7.2 BID FORMAT

7.2.1 A bid musl conform to or exceed the minimum requirements set out in this bid
specification. Deviations, if there are any, must be clearly stated and be substantiated
with full motivations.

722 Replies to this bid must be submitted in the same sequence as the guestions and
prompts in the bid specification. All guestions and prompts must be answered succinctly
and o the point. Fallure to do this will invalidate the bid.

7.2.3 Questions and prompls answered by reference to details in other parts of the bid will be
ignored and will be marked as unanswered or non-compliant.

7.24 Each bid must contain a precise description of the solution being offered, including
technical specifications of the hardware and software products being proposed. A full
fact sheeat, data sheat or brochure of each hardware and software product offered must
be provided. Mo reference to a website in lieu of this information will be acceptad,

7.2.5 Services or products being offered as part of the solution to make the solution complete
must be expressly slated individually, and each service must be indicated whether it iz
one-time or is recurrent. All relevant costs must be disclosed in the cost or price
schedules.

7.256 Optons within each proposal will be in order.

7.2.7 Each bid proposal must be submitted in duplicate [one (01) hard copy and one
{01) soft copy (memory stick)] as indicated below:

PACKAGE 1 (TECHNICAL FILE) PACKAGE 2 (PRICE & B-BBEE}
Exhibit 1: Exhibit 1:
Pre-qualification_documents Price Schedule

(Refer to Clause 9.1 - Gate 0. Pre-
gualification Criteria {Table 1)

Exhibit 2: Exhibit 2:
« Technical Responses « SBD 6.1 Preference Points Claim Form
* Supporting documents for technical in terms of the Preferential
responses Procurement Regulations, 2017

« B-BBEE Certificate/ Sworn Affidavit.

Limpope Customer Coniact Cenire Service Bid Specification
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Exhibit 3:

General Conditions of Contract
{GCC)

Exhibit 4;
-

Company Profile
Any other supplementary
information

728

7.29

7.3

7.3.1

7.3.2

7.4

r41

742

7.9

1.51

Bidders are requested to initial each page of the tender document. A bid that is not
accompanied by the appropriate official bid document, duly filled in and signed by the
bidder, where this is necessary, will be invalid.

All documents, including binders, submitted in response to this bid will become the
property of the Office, unless a bidder expressly indicates otherwise. Intellectual
property rights contained in the information in the bid, which has been indicated as such,
shall remain vested in the bidder. Any confidential information which must be respechad
by the LPA must be indicated expressly as such for non-disclosure pu rposes.

VALIDITY PERIOD OF BIDS
Bids shall be valid for a period of 80 days calculated from the closing date of this bid.

In addition, all prices quoted in a bid pertaining to support and training must remain valkd
and firm for a period of 12 calendar months calculated from the first day of the month
following the month in which the bid closed.

FUNCTIONAL COMPLETENESS OF THE REQUIRED SOLUTION

Motwithstanding shortcomings and/or inconsistencies, if any, in this specification, which
is only a minimum specification, a bidder shall make provision for a complete and fully
functional contact cenire service solution that delivers the required functionality cost-
effectively and efficiently.

The bidder shall be responsible for the provisioning and commissioning of the entire
solution, regardless of the fact that the bidder's products might nead to interface or
integrate with products of other suppliers of LPA such as the State Information
Technology Agency and existing Premier's Hotline products.

PRIME CONTRACTOR RESPONSIBILITIES

in the event of a consortium bid, a prime contractor is required to take charge of the

Limpope Customer Contact Centre Service Bid Specification
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7.5.2

T.6

7.6.1

7.6.2

763

T.65.4

165

7.6.6

enlire project and to provide a single interface between the bidder and the LPA,
Therefore, in the event of a consortium bid, one of the bidders should be designated as
the prime contractor. The prime contractor shall assume total responsibility for the
implementation and support of the contacl centre service solution proposal, regardiess
of any sub-contracting agreements entered into by and amongst the consortium parties
and regardless of any agreements entered into by any of the consortium parties with a
third party outside the consortium.

The Office shall have the right to have insight at any time into any agreement or contract
enlered into by the successful bidder. It should be indicated expressly whether such
access will be granted or nol.

CONTRACTUAL IMPLICATIONS

Bid Acceptance

The preferred bid will be accepled subject to the condition that the preferred bidder signs
a contract and service level agreement prepared by the Office within seven (7) days of
the conditional award. This bid, together with its terms, conditions and specifications, the
bid response (excluding the bidder's own terms and conditions), and the GCC will form
part of the confract between the Office and the successful bidder.

The confract or agreement or any part thereof shall not be subcontracted or sublet by
the bidder to any other party without the prior written consent of the Accounting Officer
of the Office after the bid has been awarded. In the event of any sub-contracting, the
bidder shall bear full responsibility for the quality of work carried out by a sub-contracior,
for the quality of products used by the sub-contractor, and for on LPA premises activities
of the sub-contractor.

A contractor s nol allowed lo sub-contract more than 25% of the contract value to
another enterprise that does nol have equal or higher B-BBEE status level, unless the
intended sub-contractor is an EME that has the capability and ability to execute the sub-
confract,

The bidder shall not, after the bid has been awarded, assign nor cede the contract or
agreement or any part theraof or any interest thersin to any other party without the prior
written consent of the Accounting Officer of the Office.

The Office reserves the right to amend any standard contracts or agreements of the
bidder. A sample of every such contract or agreement must be included in the bid.

Variations and amendments to the contract shall be valid only if they are done in writing

Limpopo Customer Contact Centre Service Bid Specification
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78T

7.7

7.

T.B

7.8.1

7.82

7.9

7.9.1

and by mulual consent.

Any contract or agreement between the Office and the successful bidder shall be
governad by the laws of the Republic of South Africa.

SKILLS TRANSFER AND CLIENT STAFF SKILLS UPLIFTMENT

Itis a condition of this bid that a bidder must transfer technical skilis and know-how to
LPA department's staff, staff of provincial offices of national depariments as well as staff
of 21 Local Municipalities and 5 District Municipalities currently Involved in the
management of the addressing of customer complaints lodged through the Premier's
Hotling, to @nable them to render an effective and efficient support service to addressing
complaints lodged by customers. Cumrently, the number of staff involved is just under
130. Describe your strategy for achieving this goal and the time frame in which this will
be done. A training plan must be developed and must be implemented throughout the
duration of the contract, The cost of the implementation of the training plan should be
indicated as part of the contracl price. The Service Provider may not approach the Offica
for any additional payments in respect thereof, after the commencement of the contract.

INTELLECTUAL PROPERTY RIGHTS

Copyright to all inventions and innovations developed using the products and
methodologies offered by the bidder shall be vested in the Limpopo Provincial
Administration in particular and in the State in general. Copyright, patent rights and all
similar rights in any works or products created as a resull of the execution of this bid and
its assignments shall vest in and are hereby transfermed to the Office, unless the contrary
15 agreed to in the form of individual written agreements signed by the bidder and the
Accounting Officer of the Office or his/her delegate. For this purpose all works created in
terms of this bid and its assignments shall be deemed 1o have been created under the
direction and control of the Office.

All data, data structures, system architecture, naming standards, forms and rapart
formats designed or generated in the provision of the customer contact centre service
shall become the sole and exclusive property of the Limpopo Provincial Administration
immediately upon acceplance of the service or service component, It is the responsibility
of the service provider to hand back all data, data structures, forms and report formats to
the Limpope Provincial Administration at the end of the contract

PRICING AND PRICE SCHEDULES

The bidder must submit a cost breakdown/s which must indicate in detail, per product or

Limpopo Customer Contact Centre Service Bid Specification
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782

7.9.3

7.9.4

service, and per item to enable the Office to calculate the cost of the service over a
period of twenty-four months,

All prices must be in South African currency and must include Value Added Tax (VAT).
All prices should remain firm for the contract duration. Itisthe rasponsibility of the Bidder
to consider all costs and all possible escalations when compiling bid prices. Once the bid
s awarded, no request for price escalation will be entertained, regardless of the reasons
for such request.

A bidder must specify details of any discounts of list prices which have been taken into
account in the calculation of prices.

7.8.5. The price schedule must make provision for the cosls for workshops, travelling, client

7.9.6.

7.10

7.10.1

7.10.2

7.10.3

7.10.4

711

meetings and refresher training sessions as set oul in the training plan. The Service
Provider may not approach the Office for any additional payments in respect thereaf,

The price schedule must be submitted in a separate and sealed envelope but be
included in the bid package.

CUSTOMER CONTACT CENTRE SERVICE SUPPORT

A service call must be responded to within two (2} hours after a service call has been
lodged. All service calls shall be registered by the bidder and each call shall be provided
with a unique call reference number. The existing toll-free telephone number for service
call logging must be retained.

Service problems that have not been remedied within 8 hours of the service call being
logged for the first time shall be escalated to a higher level of client management.

IF after twenty-four (24} hours of the initial logging of the service call & problem has not
been remedied, the bidder shall provide atits own expense, alternative arrangements for
the customer contact centre fo be operational.

In the event that a warranty obligation is to be performed by a third party, this shall in no
way diminish the obligations of the bidder under this bid and any such costs will be
borne by the bidder.

DEMONSTRATIONS AND PRESENTATIONS
After the bid closing date, the Office may call for presentations and demonstrations of

the customer contact centre service solution proposals, A bidder must be prepared lo do
s0 al a venue that is convenient to the Office, depicting a live environment. All costs

Limpopo Customer Contact Centre Service Bid Specification

CONFIDENTIAL
10




involved in the presentation or demonstration shall be bome by the bidder,

7.12 LICENCES

Any licences that may be required 1o provide, operate and run the customer contact
cenire service shall be detailed by the bidder. The bidder shall indicate whether he/she
is licensed to do so.

7.13 PROTECTION OF GOVERNMENT INFORMATION

7.13.1 The bidder hereby agrees and underiakes to abide by and to adhere to govemment
legislation, regulations and directives dealing with the prolection of govemment
information as if such legislation, regulations and directives are applicable to the bidder,
and that all reasonable steps shall be taken to ensure that persons under the
management of the bidder who will be engaged in the fulfilment of the bidder's
contractual obligations are aware of these statutory requirements, and that these
statutory stipulations will continue to apply to them even after termination of the coniract
or agreement or termination of their services with the bidder.

7.13.2 The entity will be vetted as well as its staff, contraclors, agents and their associates. and
the cooperation and facilitation of the bidder in this regard is a condition of this bid,

7.14 DOCUMENTATION REQUIRED

7.14.1 Data and system structure / architecture must be provided in soft copy to the Head of
ICT in the Office for the Office’s fulure use. All system documents must be
downloadable or accessible through an active link for the Office’s users.

7.14.2 User manuals must be provided in soft copy to be availed during training and for
reference by the users. The user manuals must be updated continuously in line with
system changes and/or changes in business operations.

7.14.3. Document change management: Conirol documentation reflecting major changes during
the operation of the System must be filed for the Office’s reference and its future use.
Annexure B sats out the minimum standard required for change management and the
successful bidder must comply with this minimum standard to record any changes in the
contact centre operations or in its systems used, for audit by the Office.

7.15  CONTINGENCY PLAN

7.15.1 The Contingency Plan, also known as the Disaster Recovery Plan, is part of the
Business Continuity Plan of the Office. In line with the Business Continuity Plan of the
Office, a Contingency Plan must be in place for the customer contact centre and sysiem.

CONFIDENTIAL
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7.15.2

7.16

7.16.1

7.18.2

The Contingency Plan must ensure that the services can be restored rapidly in the event
of difficulties arising during the provision of the services.

Annexure C sets out the minimum standards required for the Contingency Plan related
to the customer contact centre and its incident management system. Bidders are
expected to provide a conlingency plan in line with Annexure C as part of their proposal.

CONFLICT OF INTEREST, CORRUPTION AND FRAUD

The bidder shall at all times during the continuance of this conract (see clause 7.15
above) use their best endeavours to ensure that no action is taken by themselves, their
personnel, agents and sub-contractors which could or might result in or give rise to the
existence of conditions which are prejudicial to or are in confiict with the bast inlerests of
the Limpopo Provincial Administration, Limpopo municipalities and Limpopo parastatals.

The Office reserves its rights to disqualify any bidder who either ilself or any of whose
members (save for such members who hold a minority interest in the bidder through
shares listed on any recognised stock exchange), indirect members (being any person
or entity who indirectly hold at least a 15% interest in the bidder ather than in the context
of shares listed on a recognised stock exchange), directors or members of senior
management, whether in respect of the Office or any other government organ or entity
and whether from the Republic of South Africa or otherwise ("Government Entity")-:

a. engage inany collusive tendering, anti-competitive conduct, or any other similar
conduct, including but not limited to any collusion with any other bidder in
respect of the subject matter of this bid:

b. seeks assistance, other than assistance officially provided by a Government
Entity, from any employee, advisor or other representative of a Government
Entity in order to obtain any unlawful advantage in relation to procurement of
services provided or to be provided o a Government Entity;

C. makes or offer any gift, gratuity, anything of value or other inducement, to any of
Office’s officers, directors, employees, advisars or ather representatives;

d. makes or offers any gift, gratuity, anything of any value or other inducement, to
any Govemnment Entity's officers, directors, employees, advisors, or other
reprasentatives in order to obtain any unlawiul advantage in relation to
procurement or services provided or to be provided to a Govemment Entity;

2. accept anything of value or an inducement that would or may provide financial
gain, advantage or benefil in relation to procurement of services provided or to
be provided 1o a Government Entity; _

f. _pays or agrees to pay o any person any fee, commission, percen tage,
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brokerage fee, gift or any other consideration, that is contingent upon or resull
from, the award of any tender, contract, right or entitlement which is in any way
related to procurement or the rendering of any services to a Gevernment Entity;
has in the past engaged in any matter referred to above: or

has been found guilty in a court of law on charges of fraud and Jor forgery,
regardless of whether or not a prison term was imposed and despite such
bidder, member or director's name not specifically appearing on the list of
Tender Defaulters kept at National Treasury.

7.17 SPECIAL CONDITIONS OF THIS BID

7.17.1 Bidder's own terms and conditions or qualification of bid

This document contains the terms and conditions of this bid, and bidders must not

qualify the specifications or come with their own terms and conditions. If a Bidder does

this, thatl bid may be disqualified.

7.17.2 The successful Bidder musi—

a.
b.

comply with all specifications and standards outlined in these specifications;
comply with all legislation, SANS and best industry practices applicable to the
successiul Bidder and the rendering of the services:

use and adopt reasonable professional techniques and standards in providing
the service;

monitor project implementation against set targets, cosls and time frames;
pravide the services with all due care, skill and diligence:

ensure continuity of services to the Office;

execute the contract under the supervision of the project sponsor and comply
with any directive of the project sponsor:

ensure that key personnel, its employees or engagement partners observe
confidentiality and do not use any information obtained pursuant o this contract
for any reason other than for the proper discharge of the bidder's obligations
under this confract. The bidder must have systems in place lo monitor
compliance in this regard;

obtain the signature of the project sponsor on all documents or reports submitied
by the successful Bidder to the Office:

appoint a project manager, who must, in addition 1o managing the project, serve
as a single point of contact between the Office and the successiul bidder;
ansure that its employees involved in the execution of the contract are suitably
qualified, properly skilled, experienced, trained, and competent to render the
services. The Office may interview any person appointed by the successiul
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Bidder to execule the contract to test their understanding of the key deliverables
in terms of the contract;

ensure that it has all the resources necessary to fulfil its obligations in terms of
the contract and will not be enlitled to any resources from the Office to assistitin
fulfilling its obligations;

ensure that it does not, in the process of fulfilling its obligations in terms of the
contract, use any labour or intellectual capacity of any employee of the siate,
including employees of the Office, for remunerative purposes, unless such
employee has the necessary written authorisation:

upon notice by the Office, revise or amend any report that the Office is not
satisfied with, within a time period specified by the Office in that notice: and
immediately upon receipt of a notice from the Office, promptly re-execute any
portion of the services that are found to be in non-conformity with the contract,
The successful Bidder is liable to the Office for any other cost, damages or
losses incurred or suffered by the Office as a resull of such non- conformity,

7.17.3 RESERVATION OF RIGHTS:

The Office reserves the right to-

a.
b,

G

invite Bidders to make presentations regarding any aspect (s} of the bid:
request further information or document(s) from any Bidder after closing date;
verify information and documentation of any Bidder:

carry out site inspections, product evaluations or explanalory meetings In order to
verify the nature and quality of the services offered by the bidder(s), whether befare
or after adjudication of the Bid:

award the bid to a Bidder who did not score the highest points, in terms of the

PPPFA;

accept part of a tender rather than the whole tender:
not make an award:

enter into price negotiations with the preferred Bidder;
cancel and/ or terminate the lender process at any stage, including after the
Closing Date and/or after presentations have been made, and/or after tenders have
been evaluated and for after the preferred bidder(s) have been notified of their status

as such; and
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). @ppoint a third party to evaluate the service provider's compliance with any aspect of

this contract.

7.17.4 PAYMENT CONDITIONS

a. The Service Provider must submit an invoice for any payment to be made Subject to
paragraphs (d) and (f) of clause 7.17.4, all invoices shall only become payable 30 days
after receipt by the Office.

b. Mo interest shall be payable in the event of a dispute nor accrue on any payments due
during a period of dispute.

G, Subject to paragraphs (d} and {f) of clause 7.1 7.4, the Office will pay the Service
Provider, within thirty days of the Service Provider submitting an invoice for payment as
follows:

Monthly costs in respect of the services rendered over a period of 24 months. These

monthly cosls are inclusive of the costs for works hops, travelling, client meetings and

refresher training sessions as set out in the Iraining plan. The Service Provider may not
approach the Office for any additional payments in respect thereof,

d. Payment is—

(i) subject 1o the satisfactory discharge of all obligations of the Sarvice Provider and
delivery of the services to the Office in terms of the contract. The Office will not
make payment to the Service Provider in the event the Senvice Provider fails to
salisfactorily perform any of its obligations in terms of the contract; and

(i} fixed for the duration of the contract, and the Service Provider may under no
circumstances approach or request the Office for an increase in the contract
price.

a. Payments will be made by an electronic transfer. into the Service Provider's Bank
Account as appearing on the verified CSD report and invoice of that Service Provider:

f. The Office may withhold, deduct or set off from any monies due and owing to the
Service Provider either in terms of this contract or any other contract that the Service
Provider may have with the Limpopo Provincial Administration an amount egual o the
amount of any outstanding claims that the Office may have against the Service Provider
for damages, costs or any other indebtedness arising out of this contract: Provided thal
the Office will provide the Service Provider with written notice of its intention to offset,
supported by reasonable detail of the actual damages, costs or indebtedness
incurred by the Office. A certificate of indebtedness signed by the Chief Financial Officer
of tha Office, reflecting the amount due and payable shall be sufficient and conclusive
proof of the contents and correctness thereof for the purpases of with-holding, deduction
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1.17.5,

or set off by the Office or payment by the Service Provider or for provisional sentence,
summary judgement or any other proceedings against the Service Provider in a court of
law and shall be valid as a liquid document for such purposes.

in the event that the Office institutes legal action against the Service Provider for any
matter in connection with the contract, the Service Provider will be liable to pay the

Office's legal fees on an Attorney and own client scale.,

Availability of Funds

Should funds no longer be available to pay for the execution of the services, the Office
may terminate this Agreement in its own discretion or temporarily suspend all or part of
services by notice to the service provider, which shall immediately make arrangements
to stop the performance of the services and minimize further expenditure: provided that
the service provider shall theresupon be entitted to payment in full far the service
delivered, up to the date of cancellation.

71T 6. ACCESS TO THE CONTACT CENTRE PREMISES AND AUDITS

7.17.6.1, The Service Provider must-

a, grant duly authorized agents or representatives of the Office reasonable access
to the contact centre premises to inspect, audit, monitor or otherwise evaluate
the performance of the Service Provider under thiz contract: and

b. provide the auditors of the Office with all necessary support, facts and access to
information pertaining to services rendered by the Service Provider under this
contract.

TA7.6.2 The Office or its agents must conduct any inspection or audit in a manner that

will not unduly interfere with the Service Provider's activities or infringe on the
confidentiality of other clients’ infarmation,

FA76.3 Any person, agent of representative of the Office claiming access to the contact

T17.7

7.17.8

centre on behaif of the Office in terms of this dlause must be in possession of 2
letler of authority signed by the Director General of the Office, which must be
retained and filed by the Service Provider.

CONFLICT OF INTERESTS

Bidders must not have or undertake duties or interests that create or might reasonably
be anticipated to create an actual or perceived conflict with its duties and interests in
execuling the contract. Bidders must identify any potential conflicts and bring them to the
attention of the Office.

COSTS INCURRED BY BIDDER

Limpopo Customer Contact Centre Service Bid Specification
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The Office will not be responsible for or pay any expenses or losses which may be
incurred by the Bidder in the preparation, submission or presentalion of its bid.

7.17.9 BID BINDING UPON SERVICE PROVIDER
All written Information, warranties and representations made by or on behalf of the
Bidder before conclusion of the contract are binding upon the service provider and are
deemed to have induced the Office fo award the contract lo the service provider, The
Office’s rights in terms of this clause are in addition and without prejudice to any other
rights it may have in terms of this contract.

7.17.10. LIABILITY
The Service provider is rezsponsible and liable for-

a, the conduct, acts and omissions of its employees and the service provider's agents or
representalives. The service provider indemnifies the Office against any claims
whatsoever arising from its conduct and or the conduct of its employees, representatives
or agents; and

b. injury to any person, loss or damage suffared by the Office, which is occasioned by any
unauthorized act, omission, negligence, breach of this contract or breach of any
legislation or statutory duty by the service provider or the service provider's employees,
agents or representatives. Under such circumstances, the service provider must, at its
own expense, make good the loss or da mage on demand and on the terms of the Office,

7.17.11 WARRANTIES AND REPRESENTATIONS

717114 Software developed, installad, configured, tested and commissioned by the
successful bidder, their personnel, agenits or sub-contractors shall be free of
technical defects or bugs and shall be =0 guaranteed for a period of 12 months
calculated from the date of acceptance of the software by the Office. Any defects
or bugs which are atiributable to poor workmanship or negligence on the part of
the bidder, which come to the notice of the Office, and to which the Office draws
the attention of the bidder, shall be rectified by the bidder at the bidder's own
cost and time. Any rectification shall be guaranteed for a further period of 12
manths. After the expiry of the warranty period all charges relating to correction
of lechnical defects or bugs shall be expressly and distinctly denoted as such on
any billing documentation.

TAT 112 The Service Provider warrants that-

a. the Service Provider has the capacity and resources to render the senvices as

LOMFIDENTIAL
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7.17.12

TATA2.1.

specified;

on delivery of the services, the services will be sultable for the purpose stipulated
in this contract;

the services will comply with these specifications. Any unilateral departure by the
Service Provider from such specifications or standards is breach of this contract;
no fact or circumstances exist that may materially affect its capacity to perform
its obligations under this contract:

the Service Provider will not use any labour or intellectual capacity of any
employee of the State, (including the Office) for remunerative purposes, except
where the employee of the State has the necessary permissions in ferms of
applicable laws, in which event proof of such permissions must be hand
deliverad to the Office at the address for service, on date of signature by the
Service Provider of this contract, and an acknowledgment of receipt be obtained
by the Service Provider.

it is the owner of, or has a good title to all services deliveraed in terms of this
contract, and

. it shall at all times have, and comply with all legal reguirements and with the

terms and conditions of all necessary licences, certificates, authorizations and
consents required under the laws of the republic of South Africa or under any
other applicable jurisdiction for the delivery of services.

TERMINATION OF CONTRACT

Bidders must acquaint themsehes with the provigions of section 30 of the Public
Service Act, 1994 (Proclamation 103 of 1884), and ensure that where applicable,
natural persons who constitute the Bidder comply with the Act. The Office
reserves the right to disregard a bid or cancel the contract with the service
provider if the Bidder or service provider-

has failed to comply with any legal or policy requirement in order to enter into a
valid contract with the Office, including but not limited to any public servant
constituting or in the employ of the Bidder or service provider not having the
necessary permissions or authorisation in terms of the Public Service Act, or not
having made the necessary financial disclosures to the employer or nol having
declared any or all interests in the bid documents:

has acted in a fraudulent manner or in bad faith or In any other unsatisfaclory
manner in obtaining any other contract with any state institution, government
depariment, provincial administration or public entity;
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C. after notification that the bid has been conditionally accepted, sither fails, refuses
or neglects or causes undue delays in the signing of the contract and service
level agreement prepared by the Office;

d. has entered into any arrangement or agreement with any other natural or
corporate person, whether legally binding or not, to-

i. refrain from bidding for this contract; or
ii. bid at an agreed price.

€. breaches any applicable SANS, legislation or policy.

7.17.12.2 The Office may immediately terminate the contract without any notice to the

7.18

719

7.18.1.

7.19.2,

7.18.3.

7.19.4

service provider if any of the following circumstances ocour or exist:
If the service provider —

a. commils an act of professional misconduct or professional or technical
incompetence, which is substantial and serious:

b. commits or parficipates in any unlawful, dishonest or unethical act in the
performance of its obligations under this contract: or

c breaches this contract twice during the contract period.

PRECEDENCE

This document will prevail over any information provided during any briefing session
whether oral or written, unless such written information provided, expressly amends this
document by reference.

TAX COMPLIANCE

Bidder(s) must be tax compliant when submitting a bid to the Office and remain
compliant for the entire confract term with all applicable tax legistation, Including but not
limited to the Income Tax Act, 1962 (Act No. 58 of 1862) and the Valued Added Tax Act,
1891 (Act No. 89 of 1991).

Itis a condition of this bid that the tax matters of the successful bidder{s) be in order, or
that satisfactory arrangements have been made with the South African Revenus Service
(SARS) to meet the bidder's tax obligations.

The tax compliance status requirements are also appiicable o foreign bidders/
individuals who submit bids.

Bidders are required to be registered on tha CSD and National Treasury shall verify the
bidder's tax compliance status through the CSD.
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7.19.5. Where Consortia / Joint Ventures / Sub-contractors are involved, each party must be
registered on the Central Supplier Database and their tax compliance status will be
verified through the Central Supplier Database.

7.20 DATA MIGRATION

7.20.1. Itis the responsibility of the successful bidder to work with the ICT Division of the Office,
to migrate existing data into their system and ensure that it can be manipulated and
reports can be generated from il

7.20.2 The database of the existing Incident Management System must synchronise with and al
scheduled intervals be updated to the servers of the Office.

7.20.3. At the end of this contract, the service provider must provide its data together with its
slructure to the Office.

7.20.4 The other minimum standards for data migration are provided in Annexure C. Bidders
are expected to comply with Annexure C in providing their data migration strategy as
part of their proposal.

SECTION D; CUSTOMER CONTACT CENT RE SERVICE SOLUTION SPECIFICATIONS

8. CONTACT CENTRE SERVICE

8.1 The contact customer service must comply with or exceed the specification detailed
below. The compliance of a service or service componeant 1o a specification item should
be rated by the bidder according to the following rating scale:

I — — —r -
COMPLIANCE RATING SCALE |
F — — —
| RATING 0 2 4 6
]
RATING Does not | Partly Fully complies | Compliance
| SIGNIFICANCE | comply | complies, or | and does so | excesds  the
complies without  any | specification in |
subject to | need to qualify | all respects and
certain the compliance | provides
I conditions in any way | additional value
i
whatsoever at no extra cost
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Only one compliance rating value should be noted in the compliance column in respect
of each item. If a service's compliance is rated 2, 4 or 6, provide full details in the
comment column.

ITEM COMPLIANCE COMMENT

-—
8.1.1 The contact centre must be located in
the Republic of South Africa. Specify the
lacation.

— — —
8.1.2 The contact centre must provide l
simultaneously multiple access channels

I which include, but are not limited to, fixed
telephony, mobile telephony, facsimile,
email Web-based access, and provide tha
and user with a functionalily to capture |
walk-in cases,

8.1.3 A loli-free line that is accessible by fixed
and mobile telephony and that is dedicated
to the LPA customer contact management
Is available or would be made available |
from date of commencement of the service

I 8.1.4 Track the number and types of service
complaints

8.1.5 A shared call cantre facility

8.1.6 Call volume forecasting facilily exists

8.1.7 Call talk times average 15 minutes

8.1.8 Prank calls filtering facility exists

8.1.9 For telephone calls, 80% of all calls are
answered within 20 seconds |

8.1.10 For text chatfing, 80% are responded to
within three minutes

IE.1.11 For facsimile, B0% of faxes are
respondad to within 4 hours

8.1.12 For voice mails, 80% are responded to
within 4 hours
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ITEM

COMPLIANCE

COMMENT

e
8.1.13 For emails, B0% are responded to within
4 hours

| 8.1.14 Hours of contact centre operation are
from 06h00 to 22h00

8115 When an interactive wvoice
response (VR) technology is used,
call answering lime measurement
begins when a call is held in a
gueua and not when the VR
initially answers the call,

8.1.16 The amount of time a call has been held
in a queue is separately indicated from
the total call answering time.

8.1.17 Call traffic analysis is undertaken to
identify call volume patterns throughout a

day, @ week, a month and a year.

6.1.18 The average talk time is based on 15
minutes per call, including afler-call
processing or work time.

8.1.1% The contact centre technology platform
provides an autlomatic caller distribution
I facility.

8.1.20. The system should send an SMS
nofification to the complainant on
resolving a query or a call,

8.1.21 The contact centre technology
platform provides a staff rostering
software facility.

8.1.22 The contact centre technology
platfiorm provides a customer
database facility.

I 8.1.23 The geographical source of a
call can be identified.

8.1.24 The automatic call distribution
system provides flexibility for
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ITEM

COMPLIANCE

COMMENT

distributing and managing inbound
calls by automatically keeping
callers on hold until the next
confact centre agent is available.

| 8.1.25 The automatic call distribution facility
can prioritise calls in a hold queue,

8.1.26 The aulomatic call distribution
management information system gives
comprehensive management information
In reaktime, as well as historcal
information for call management analysis

I and reporting.

8.1.27 Contact centre performance can be
reported and aggregated on a dally,
weekly, monthly and year-to-date basis.

8.1.28 Call screening is available and

screenad calls are routed to specialist
I sernvice contact centre agents.

8.1.29 Existing or regular customer information
is displayed on a screen as a call is
made. State the means of customer
identification.

8.1.30 Digital transcripts of telephone
conversations can be used in the event of
dizputes and for management of contact
centre agent call quality feedback,

8.1.31 Customer contact software provides
conlacl centre agents with relevant

I customer information for proper inguiry
handling.

8.1.32 The customer contact management
software allows for easy and flexible

scnphng.

8.1.33 The cuslomer contact management
I software records dates and times of
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ITEM COMPLIANCE COMMENT
e —

customer database entries as they are
made.

8.1.34 The customer contact database
management software provides a journal

of database entry changes

8.1.35 The customer confact management
software provides for a scheduling of
calier follow-up calls.

8.1.36 A customer conlact! management
system to collect, store, organise and
update caller contact information in a
database exisls.

8.1.37 Reader boards will be installed on a
cglient sites to provide real-time
managemanl information regarding
number of calls in a quaue, average call
wall imes, call abandonment rates, call
answering delays, and overall daily call
volumes.

8.1.38 Faxes and letters are scanned and
stored electronically in the customer
databasze.

B.1.38 Information can be faxed or emailed to
customers and LPA staff from contact
centre agents' workstations.

8.1.40 An easy reference knowledge-based
system of commaonly or frequently asked
guestions can be developed.

8.1.41 An alternative site of the primary or
operabonal contact centre thal is similar
to the primary site is available in order to
enable business continuity in the event of
any disaster or disruption to the primary

farility
B8.1.42 Access to the customer database and
to data or records of individual customers

CONFIDENTIAL
Limpopo Customer Comlaet Centre Service Bid Specification




ITEM COMPLIANCE COMMENT I

is resiricted, State how this restriction is l
achieved.

8.1.43 Calls can be made in any of the six
officials languages of Limpopo Province
namely; Afrikaans, English, Tshivenda,
Sepedi, Xitsonga and Isindebele.

8.1.44 Contact centre agents are familiar and
comversant with contemporary public
service policies and issues

8.1.45 Contact centre agents are familiar and
conversant with Limpopo geographical
place names (lowns and villages),
territorial landscape and landmarks

8.1.46 The contact centre service musl be
augmented by a case managament
system

8.1.47 Customer follow-up calls are assigned

their own unigue reference numbers

which are mapped to the original call
reference numbers, and the follow-call
reference numbers are distinguishable
from the original call reference numbers.

TOTAL COMPLIANCE RATING

AVERAGE COMPLIANCE RATING
(TOTAL RATING/4T)

8.2 TECHNICAL QUESTIONS & PROMPTS

8.21 Assuming a call volume of 10 calls per day and each call taking 15 minutes, inclusive of
after-call processing or work time, state how many contact centre agents will man the
contact centre at a time.

8.2.2 Stale whether the contact centre Is a shared or dedicated contact centre.

8.2.3 [Ifthe contacl centre is a shared one, how many clients are being serviced currently, and
CONFIDENTIAL
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8.24

8.2.5
8.26
8.2.7
8.2.8
B.29
8.2.10

8.2.11
B.2.12

8.2.13

8.2.14
8.2,15

8.2.16

8217

8.2.18

B.219

8.2.20

8.2.21

B.2.22

8.2.23

8.2.24

B.2.25

8226

8227

who are these clents?

If the contact centre is a shared one, will the contact centre agents be shared or be
dedicated to the LPA service?

Whal is the current full seat capacity of the contact centra?

How many seals does the contact centre have manned at any one time?

What are the plans for the future in terms of seat capacity?

How many shifis are currently being provided, and what are the normal shift times?
Provide a full description of the customer contact management system.

Detail what the customer contact database currently provides for in terms of customer
profiling.

Provide details of the complaint case management system, if any.

Give details of the current types of categories of callers and their calls.

Provide details of the language proficiencies of currently employed contact centre
agents in the 6 official languages of the province as aforesaid.

Provide an indication of current resource allocation for call handling.

Armed with the information provided so far, include your proposed service levels for the
customer conlact centre service,

What standard reports are to be provided, and what are the frequencles of producing
these reports?

What custom-made reporting options are available, and what are the cost implications?
Will the customer data and complaints or case data be made available to the clients for
own data analysis, and if so, in what format and media is the data made availabla, and
what is the frequency of doing so?

Indicate the current knowledge of your contact centre agents with regard to public
service policies and public service delivery issues, Limpopo place names and Limpopo
territorial landscape, and also indicate what assistance will be provided to contact centre
agents regarding place names and landmarks.

Describe your current security measures to assure client and customer dala
confidentiality,

Describe the current extent of your inbound/outbound call orientation.

Whal is the current average call talk time?

What is the current average call resolution rate withoul referral to a client staff member?
Specify the current location of your contact centre. Is this the location from where the
contact centre service will be provided?

Whal has been your contact centre staff turnover during the last three years, and what
do you attribute the turnover to?

Give a description of manual and electronic werkflows batween your clients and the
contact centre. This must include workflow procedures as well as operating procedures.
Give a full description of the technology platformis and of the information system/s used
to provide the customer contact centre service.
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8.2.28 Is IVR technology used, and if so, how many menu oplions are available?
8.2.29 Are calls automatically recorded, or is the recording optional? Is the recording digital or

analogue?

8.2.30 Walk-in cases are cases where people come in person o various governmenl service

8.3

.31

points throughout the provincs lo report. The solution must provide a functionality that
enables the user to capture walk-in cases.

ERIEFING SESSION

A non-compulsory briefing session will be held for all bidders on the date, time and
venue as will be published in the tender bulletin, Service Providers that fail to attend
non-compulsory briefing session will not be disqualified from evaluation.

8.4 SUBMISSION OF BIDS

The bid will be administered in terms of a two envelope system, Bidders must
simultaneously submit a technical proposal and financial proposal in two (02) separate
sealed envelopes marked clearly as follows:

B.4.1 Envelope 1 - Technical proposal (documents needed in this envelope are listed on

8.4.2

clause 7.3.7: Package 1)
Name of bidder:

Bid No: PRDP 10/2020/21
Title:

Closing date:

Closing time:

ALL SUPPORTING DOCUMENTS MUST BE INCLUDED IN THIS ENVELOPE.
NO PRICING WHATSOEVER MUST BE INDICATED IN THIS ENVELOPE.

BIDDERS WHO INCLUDE PRICE IN THIS ENVELOPE WILL BE DISQUALIFIED.

Envelope 2 - Financlal Propesal (documents needed in this envelope are listed on
clause 7.3.7: Package 2)

Name of Bidder;

Bid No: PRDP 10/2020/21

Tite:

Closing date:

Closing time:

Only bidders who score 75 out of 100 possible points for functionality will be evaluated on the
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financial proposal and Preference Points. Envelope 2 will only be opened if a bidder has
obtained 75 or more points on the technical proposal contained in Envelope 1.

9. EVALUATION AND SELECTION CRITERIA

The Office has set minimum standards (Gates) that a bidder needs to meet in order to be
evaluated and selected as a successful bidder. The minimum standards consist of the

following:
Pre-gualification Criteria Technical Evaluation | Price and B-BBEE |
(Gate 0) Criteria (Gate1) Evaluation (Gate 2)
Bidders must submit all | Bidder(s) are required to Bidder(s) will be

documents as outlined in
paragraph 9.1 (Table 1) below.
Only bidders that comply with
ALL these criteria will proceed
to Gate 1.

achieve a minimum of 75
points out of 100 points
to procead to Gate 2
{Price and B-BBEE)

evaluated on price and

B-BBEE claimed points

8.1

Gate 0: Pre-qualification Criteria

Without limiting the generality of the Office’s other critical requirements for this Bid, bidder{=s)
must submil the documents listed in Table 1 below. All documents must be completed and
signed by the duly authorized representative of the Prospective bidder(s). During this phase,
Bidders' responses will be evaluated based on compliance with the listed administration and
mandatory bid requirements. The bidder(s) proposal may be disqualified for non-submission of

any of the documents:
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Table 1: Documents that must be submitted for Pre-qualification

Documents that must be

submitted

Non-submission may result in disqualification?

Original Bid Document

YES I Duly completed and signed.

Invitation of Bid - SBD 1 YES | Complete and sign the suppiied pro forma
document.

Declaration of Interest— SBD 4 | YES | Complete and sign the supplied pro forma
document

Preference Point Claim Form — | NO | Non-submission will lead to a zero (0) score

SBD 6.1 on BBBEE.

Declaration of Bidder's past | YES | Complete and sign the supplied pro forma

Supply Chain  Management document,

Practices — SBD B

Certificate of Independent Bid | YES | Complete and sign the supplied pro forma

Detarmination — SBD 9 document.

Proof of registration on Central | YES | Bidder(s) must be registered as a service

Supplier  Database  (attach provider on the Central Supplier Database

detalled CSD report) (CSD). If you are not registered proceed to
complete the registration of your company
prior to submitting your proposal. \Visit
hitps.//secure.csd.gov.za/ to obtain your
vendor number. Submit proof of registration.

Lompany Registration Certificate | NO | Valid copy of CIPC Company Registration

(CIPC document) Certificate of a bidder (Originally Certified)

Bid Proposal's Soft copy YES | Bid Proposal on a soft copy (memory stick)

9.2

Gate 1: Technical Evaluation Criteria = 100 points

All bidders are required to respond to the technical evaluation criteria.

Only Bidders that have met the Pre-Qualification Criteria in (Gate 0} will be evaluated in Gate

1 for functionality. Functionality will be evaluated—:
. In accordance with the Evaluation Criteria for functionality listed in Annexure A
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ii.  outof 100 points and Bidders are required to achieve minimum threshold of 75 points in
order to proceed lo Gate 2 for Price and B-BBEE evaluations.

As part of due diligence, the Office may conduct a site visit at the bidder’s place of business
(as per the physical address provided by the bidder on SBD1) and/ or at a client of Bidder
(reference) for validation of the services rendered. The bidder must include the detalls of the
client (reference) to facilitate such validation. The cheice of the site will be at the Office’s

sole discration.

9.3. Gate 2: Price and B-BBEE Evaluation (B0+20) = 100 points

Only Bidders that have met the 75 points threshold in Gate 1 will be evaluated in Gate 2 for
Price and B-BBEE as follows:

in terms of regulation & of the Preferential Procurement Regulations, 2017, responsive bids will
be adjudicated on the 80/20 Preference point system in terms of which points are awarded to
bidders on the basis of:

* The bid price (maximum 80 points)
= B-BBEE status level of contributor {maximum 20 points)

9.3.1 Stage 1- Price Evaluation (B0 Points)

Criteria Points
Price Evaluation
Pe=801- m‘,ﬂ]

FPmin B0

The following formula will be used to calculate the points for price:

Whera

Ps = Paints scored for comparative price of bid under consideration
Pl = Comparalive price of bid under consideration

Pmin = Comparative price of lowest acceptable bid

8.3.2 Stage 2 - B-BBEE Evaluation (20 points)

a. B-BBEE Points allocation

A maximum of 20 points may be allocated to a bidder for attaining their B-BBEE status level of
contribution in accordance with the table below:
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B-BBEE Status Level of | Number of Points
Contributor (B0/20 System)
El 20
2 18
3 14
4 12
= 5
G G
7 4
8 2
Non-compliant contributor 0

B-BBEE points may be allocated to bidders on submission of the following
documentation or evidence:
= Aduly completed Preference Points Claim Form: Standard Bidding Document (SBD 6.1)
and
= B-BBEE Certificate/ Sworn Affidavit,

b. Joint Ventures, Consortium and Trusts

A trust, consertium or joint venture, will qualify for points for their B-BBEE status lavel as a legal
entity, provided that the entity submits their B-BBEE status level ceriificate.

A trust, consortium or joint venture, will qualify for points for their B-BBEE status level as an
unincorporated entity, provided that the entity submits their consolidated B-BBEE scorecard asif
they were a group structure and such a consolidated B-BBEE score card is prepared for every
separate bid,

Bidders must submit concrete proof of the existence of joint ventures andl/or consortium
arrangements. The Office will accept signed agreements as acceptable proof of the existence of
a joint venture and/or consortium arangement.

The joint venture and/or consortium agreements must clearly sel out the roles and
responsibiliies of the Lead Pariner and the joint venture andior consortium party.

The agreement must also clearly identify the Lead Pariner (Prime Confractor), who shall be
given the power of attorney to bind the other party/ parties in respect matters pertaining to the
joint venture and/or consortium arrangement,

9.3.3 Stage 3 (80 + 20 = 100 points)
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The Price and B-BBEE points will be consolidated.

10

10.1

10.2

10.3

REQUESTS FOR ADDITIONAL INFORMATION

For purposes of auditability of the bid process, any request by a bidder for
additional information or clarification before the clesing date of the bid must be
done in writing. Queries may be directed to the following e-mail address:

ta miar, O.0ov

Mo telephonic or physical contacts (saved for collection of soft copies of the bid
specifications) with the officials shall be entertained. Any transgression of this
requirement shall invalidate your bid.

During the bid evaluation process additional information or clarifications may be sought
by the Office. For this purpose a bidder must provide contact details. Written responses
to requests for such information or clarification must be provided within 2 days. Failure to
supply the information or clarification or to do so within the required timeframe may
invalidate the bid
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ANNEXURE A:
BID EVALUATION CRITERIA
BID EVALUATION CRITERIA-FUNCTIONALITY, PRICE & B-BBEE

1) Existence of a Call Centre, e, 3
Call Centre facilities

i} | No existence of a call centre

i) | Address only writfen on the bid
proposal’SBD forms and no | (NB: Evidence will be verified)

affachment provided
iii) | Proof of address attached Altach Municipality account statement/ Proof | 3
of business address/ Signed Lease
agreement for the business
(NB: Evidence will be verified)
2) Bidder's  capacity and
experience
27) Bidder's relevant experience 10
in Call Centre Management (in
Years)
i} | No experience o
ii) | 1=2 years Bidders lo attach a list of contactable | 2
i) | 3 -4 years references with appointment letters indicating | 4
iv) | 5— B years number of years in Call Centre Management, | 7 =T
vl | 7 years and more {NB: Evidence will be verified) 10
2.2) | Average Experience of Call 10 1
Centre Core Management (in
years)
i} | No Experience 0
i) | 1-23years Cvs with contactable references
i) | 4 — 6 years
iv) | 7 and more years | (NB: Evidence will be verified) 10
2.3) | Capacity of Call Centre
Consultani(s}
| Experience in Call Centre (in
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years)
2.3.1) | Average experience of Call T
Centre Consultant(s)
il | No experience’ Less than a 1]
year experience
i | 1= 2 years Bidders to attach curriculum vitae for Call
[ i) | 3- 5 years | Centre  Consultantfs) with contactsble
v} | 8 years and more references indicating number of years in the
Call Centre industry and in the employment of
the Bidder.
{NB: Evidence will be verified)

Consultants language
Proficlency
No  single proficiency in 0
identified languages
) | Proficiency in only 5 out of 6 | Bidders lo aftach a fist of Call Centre | 3
identiftied languages Consultaniis) indicating the demographic view
| W) | Proficiency in all the identified | of the languages mastered by the Consultants | 70
languages with regard to languages spoken in Limpopo
(Afrikaans, Engiish, Tshivenda, Seaped),
Xitsonga and lsindebela).
(NB: Evidence will be verified)
2.4. Bidder's Track Record for 10
Government Call Centre
Management
i | No positive reference o
i) | Single positive refarence Fositive confirmation letters/ Purchase orders | 1
fappointments letters from government Clients -l
i) | 2 -5 positive references
" where services were rendered. :
B —10 positi
) o hecarmeiosy (NB: Evidence will be verified) :
v) | 11 and more positive references 10
2.5. Average Compliance Ratings ‘ 10 Al
of the Call Centre
il | Rating=0 ¥
il | Ratings = 2 Average poinls obtained after 47 questions | 2 ]
L

CONFIDENTIAL
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Ratings =4

Rafings =6

were answered as flusirated on lable 8.1

(NB: Evidence will be verified)

TQ

Risk Management  for
Customer Contact Centre
Facility and its System for
incident management

SEE ANNEXURE C

341

Risk Management: Customer
Contact Centre Facility

14

311

Risk Profile for Customer
Contact Centre Facility

N risk profile

i)

Detailed risk profile

Attachment of a copy of risk assessment
(NB: Evidence will be verified)

312

Recovery Procedure for
Customer Contact Centre

Facility

No recovery procedure

|
i

Detailed recovery procedura

Altachment of recovery procedure
(NB: Evidence will be verified)

Pre and post disaster
activities for Customer
Contact Centre Facility

No pre and post disaster
aclivities

)

Detalled pre and post disaster
activities

Aftachment of pre and posi-disasfer recovery

aclivities
(NB: Evidence will be verified)

314

Possible disaster scenario for
Customer Contact Centre
Facility

Mo possible disaster scenarnio

if}

Detafled possible disasfer
scenarno

Altachment of possible disaster scenario
(NB: Evidence will be verified)

3.1.5

Operations SITE outage for
Customer Contact Centre
Facility

i

No operations SITE oulage

CONFIDENTIAL
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i)

Detafled  operations  SITE

oulage

Attachmenl of operations SITE outage
{NB: Evidence will be verified)

3.1.6

Contingency Plan Testing
Strategy for
Contact Centre Facility

Customer

No Contingency tesfing strategy

i)

Detaled Contingency lesling
siratagy

Attachment of Contingency testing strateqy
{NB: Evidence will be verified)

EXK;

Management
Procedure for Customer
Contact Centre Facility

Change

SEE ANNEXURE B

i

Mo
procedure

change  management

Defafed Change Management
Procedure

Attachmaent
Procedure
(NB: Evidence will be verified)

of Change Management

Risk Management: Customer
Contact Centre Incident

Management System

Risk Profile for Customer
Contact Centre’s Systems

No risk profile

Defaied risk profile

Attachment of a copy of risk assessment
(NB: Evidence will be verified)

3.2.2

Recovery Procedure for
Customer Contact Centre's
Systems

No recovery procedure

Detailed recovery procedure

Attachment of a copy of Recovery Procedure
(NB: Evidence will be verified)

disaster

Customer

Pre and post
activities for
Contact Centre's Systems

i

No pre and post disaster
activities

i)

Detailed pre and post disaster
activities

Attachment of pre and post-disaster recovary
activities
(NWB: Evidence will be verified)

3.24

Possible disaster scenario for

CONFIDENTIAL

Limpopo Customer Contact Centre Service Bid Specification




Customer Contact Centre's
systems

Procedure for Customer
Contact Centre’'s Systems

il | Ne possible disaster scenario
| ] |Detailed possible  disaster | Afachment of possibie Gisasier Scanara
scenario (NB: Evidence will be verified)
| 3.25 | Operations SITE outage for
Customer Contact Centre's
Systems
i) | No operations SITE outage i
i} | Delsiled operations  SITE | Atachment of operations SITE ouwtage
outage (NB: Evidence will be verified)
3.26 | Offsite backup storage for
Customer Contact Centre's
Systeins
i} | No backup storage
ii} | Backup storage Attachment of proof of backup storage
(NB. Evidence will be verified)
3.2.7 | Contingency Plan Testing
Strategy for  Customer
Contact Centre's Systems
Il | No Confingency Plan lesting
slrategy
W) | Detailed Contingency Plan | Altachment of Contingency Plan testing
testing sirateqgy sirategy
(NB: Evidence will be verifiod)
3.2.8 | Data migration strategy for
Customer Contact Centre's
systems
f} | Mo data migration strateqy
#) | Detailed data migration strategy | Attachment of data migration sirategy
(NB: Evidence will be verified)
(3229 Change Management

i)

No  change
procedure

managernent

Detailed Change Management
Procedure

Aftachment  of
Procedure
(NB: Evidence will be verified)

Change Management

CONFIDENTIAL
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4, IS0 92000 or [TSM 2
accreditation
i Not accredited
i) | Accredited to ISO 9000 or ITSM | Altach ISO 9000 or ITSM certificate
(NB: Evidence will be verified)

5. Financial Capacity 2
i} | No Annual Financial Statement
i) | Annual Financial Staterment Aftach Annual Financial Statement 2

(NB: Evidence will be verified)

 TOTAL-FUNCTIONALITY* 100
PRICE 80
B-BBEE POINTS 20

* Bidders are required to achieve a minimum threshold of 75 points in order to proceed to Price

and B-BBEE evaluations.
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ANNEXURE B

CHANGE MANAGEMENT WORKSHEET

Requestor Identification / Purpose of Request

Date of Reguest:

Requestor Name:

Requestor Worlk Unit:

Requestor Phone:

Change in Operating Procedure
Change in Personnel

Change in Systems

Change in Storage location

Change in Security Procedures
Change in Notification Tree
Change in Configuration

Other Change {see below)

Description of Change

Please direct this Change Request to:

<Mame=>

Contingency Coordinator




ANNEXURE C

This document sets out the minimum standards that Bidders are expected to comply
with in developing a Contingency Plan for the Limpopo Premier’s Hotline Customer
Contact Center and its related Incident Management System.

1. Risk Profile

(a)Bidders are expected to conduct a risk assessment exercise against a set of
common threats that may affect the Premier's Hotline.

{b)The risk assessment exercise must focus on determining the amount of risk {in
terms of HIGH, MEDIUM and LOW) a business component at a given site carries
in the “AS 18" condition.

{c}The overall risk for the Cail Centre Facility and the Incident Management System
can be calculated using business impact rating and overall threat rating as given

below:

Business Impact
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(d)The overall threat ratings must be plotted to prepare a “Risk Profile” for the Call
Centre Facility and the Incident Management System . These profiles are used to
determine the type and extent of pre-disaster planning activities required to safe-
guard against risks of unavailability of the Call Centre Facility and the Incident

Management System.
{e)Bidders must supply a copy of the risk assessment report as part of its proposal.




2. Recovery Procedure

Bidders are expected to prepare a recovery procedure for both the Call Centre
Facility and the Incident Management System as part of their proposal. The
procedure must include:

e The recovery steps,
s Recovery team; and

« Communication plan

3. Pre and post disaster activities

Bidders are expected {0 prepare pre- and post-disaster activities for both the Call
Centre Facility and the Incident Management System,

Pre-disaster activities are a series of steps taken or activities done to ensure
minimal disruption and smooth operations during a disaster. These inciude
reviewing the Contingency Plan when new systems are added to updating the
contact information of the various personnel involved in the disaster recovery

operation.

Post-disaster activities are the series of activities done to ensure smooth recovery
operations with minimum disruptions to services. Bidders must list the chronology
of events from the time of the incident to declaration of a disaster to initiation of

recovery operations and restorations of services.

. Possible Disaster scenarios

Bidders must indicate the possible disaster scenarios which may occur in both the
Calt Centre Facility and the Incident Management System.

. Operations SITE Qutage

It is critical that administrative operations are not interrupted due to non-availability
of both the Call Centre Facility and the Incident Management System.

Bidders must indicate whether they have an alternate site, which must be at least
10 kilometers away from its business operations. Bidders must indicate whether
their services are physical or cloud-based.




The alternative site must be equipped for the customer contact center services

and Incident Management System to continue.

6. Offsite backup storage

(a} Bidders must indicate the type of storage devices and methods used for
backup of data.

(b) Bidders must document their backup strategy for the Incident Management
System to outline how they will perform the backup.

(c) Bidders must also be able to demonstrate that the backup can be restored in
case of disaster.

{d) The Office reserves the right to check the offsite backup storage to verify if it
is operational.

(e) Bidders must ensure that there are reasonable security controls to the Offsite

buiiding where backup storage is kept.

7. Contingency Plan Testing Strategy

Bidders must document a test strategy that will include the pian for testing the

Contingency Plan.

8. Data migration Strategy
Data migration is the process of making a copy of data and moving it from one
device or system to another, preferably without disrupting or disabling active

business processing.

(a) Bidders must outline a strategy indicating how the data will be moved to the
servers of the Office at the end of the contract.

(b) Data migration must be done in a secure manner.

(¢} The Office may require that data cleansing be conducted before certifying the
completion of data migration.

9. Change Management Procedure




(a) Any change in the underlying assumptions, assessment of new risks or any of

the factors listed below will require a timely update to the Contingency Plan.

The reviews and adjustments to the Contingency Plan based on learning from

testing or any previous disaster must be incorporated. Some of the key factors

that could lead to changes in the Contingency Plan are :

Major changes to the existing systems appiications

Offsite storage location changes

New software installation

Changes to backup procedures

Changes in the constitution of the recovery teams

Changes in the contact information of the personnel involved

Human Resources: Any changes in organization structure in ferms of re-
organization, addition of new employees or non-availability of any of the
existing employees must be clearly updated in the Contingency Plan.
Regulatory changes: Any new norms in terms of regulatory reporting or
changes to norms for “Uptime” in an emergency have to be built into the
Contingency Plan.

(b)Bidders must indicate their change management procedure and the successful

service provider must ensure that any changes made to the Contingency Plan are

done using the change control process. This is necessary to ensure that the impact

of any infrastruciture, operational or regulatory change is reflected in a timely

manner in the Contingency Plan.

(d) Annexure B sets out the minimum standard required for change management

and the successful bidder must comply with this minimum standard to record

any changes in the contact centre operations, in its systems used or in its

Contingency Plan, for audit by the Office.




GOVERNMENT PROCUREMENT

GENERAL CONDITIONS OF CONTRACT
July 2010

NOTES

The purpose of this document is to:

(1)  Draw special attention to certain general conditions
applicable to government bids, contracts and orders; and
To ensure that clients be familiar with regard to the rights
and obligations of all parties involved in doing business
with government,

In this document words in the singular also mean in the plural
and vice versa and words in the masculine also mean in the
feminine and neuter.

e The General Conditions of Contract will form part of
all bid documents and may not be amended.

e Special Conditions of Contract (SCC) relevant to a specific
bid, shouid be compiled separately for every bid (if
(applicable) and will supplement the General Conditions
of Contract. Whenever there is a conflict, the provisions
in the SCC shall prevail.
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1. Definitions

General Conditions of Contract

1.1

1.3

1.4

1.5

1.6

1.7

1.8

1.9

1.10

The following terms shall be interpreted as indicated:

“Closing time” means the date and hour specified in the bidding
documents for the receipt of bids.

“Contracl” means the written agreement entered into berween the
purchaser and the supplier, as recorded in the contract form signed by
the parties, including all attachments and appendices thereto and all
documenis incorporated by reference therein,

“Contract price” means the price payable to the supplier under the
contract for the full and proper performance of his contractual
obligations.

“Corrupt practice” means the offering, giving, receiving, or soliciting
of any thing of value to influence the action of a public official in the
procurenient process or in contract execution.

"Countervailing duties” are imposed in cases where an enterprise
abroad is subsidized by its government and encouraged to market its
products internationally.

“Country ot origin™ means the place where the goods were mined,
grown or produced or from which the services are supplied. Goods are
produced when, through manufacturing, processing or substantiat and
major assembly of components, a commercially recognized new
product results that is substantially different in basic characteristics or
in purpose or utility from its components,

*Day™ means calendar day.

“Delivery™ means delivery in compliance of the conditions of the
contract or order.

“Delivery ex stock” means immediate delivery directly from stock
actually on hand.

“Delivery into consignees store or to his site” means delivered and
unloaded m the specified store or depot or on the specified site in
compliance with the conditions of the contract or order, the supplier
bearing all risks and charges involved until the supplies are so
delivered and a valid receipt is obtained.

"Dumping" occurs when a private enterprise abroad market its goods
on own intiative in the RSA at lower prices than that of the country of
origin and which have the potential to harm the Jocal industries in the
RSA.



1.12

113

1.14

1.15

118

“Force majeure™ means an event beyond the control of the supplier and
not involving the supplier’s fault or negligence and not foreseeable.
Such events may inctude, but is nol restricted 1o, acts of the purchaser
In its sovereign capacity, wars or revolutions, fires, floods, epidemics.,
quarantine restrictions and freight embargoes.

“Fraudulent practice” means a misrepresentation of facts in order to
influence a procurement proccss or the execution of a contract to the
detriment of any bidder, and includes collusive practice among bidders
(prior to or afier bid submission) designed to establish bid prices a
artificial non-competitive levels and to deprive the bidder of ihe
benefits of fiee and open competition. :

“GCC” means the General Conditions of Contractl.

“Goods™ means all of the equipment, machinery, and/or other materials
that the supplier is required to supply to the purchaser under the
contract.

“Imported content™ means that portion of the bidding price represented
by the cost of components, parts or materials which have been or are
stiil to be imported (whether by the supplier or his subcontractors) and
which costs are inclusive of the costs abroad, plus freight and other
direct importation costs such as landing costs, dock dues, import duty.
sales duty or other similar tax or duty at the South African place of
entry as well as transportation and handling charges to the factory in
the Republic where the supplies covered by the bid will be
manufactured.

“Local content” means that portion of the bidding price which is not
included in the imported content provided that local manufacture does
take place.

“Manufacture™ means the production of products in a factory using
labour, materials, components and machinery and includes other
related value-adding activities.

“Order™ means an official written order issued for the supply of goods
or works or the rendering of a service.

“Project site,” where applicable, means the place indicated in bidding
documents.

“Purchaser™ means the organization purchasing the goods.

“Republic” means the Republic of South Africa.

“SCC™ means the Speciat Counditions of Contract.

“Services” means those functional services ancillary to the supply of
the goods, such as transportation and any other incidental services,
such as installation, commissioning, provision of technical assistance,

training, catering, gardening, security, mainienance and other such
obligations of the supplier covered under the contract.



2. Application

3. Generat

4. Standards

5. Useof
contract
documents
and
infornation;
inspection.

6. Patent rights

7. Performance

23

3.1

3.2

4.1

5.1

52

53

5.4

6.1

7.1

“Written” or “in writing” means handwritten in ink or any form of
electronic or mechanical writing,

These gencral conditions are applicabie to all bids, contracts and orders
including bids for functional and professional services, sales, hiring,
letting and the granting or acquiring of rights, but excluding
immovable property, unless otherwise indicated in the bidding
documents.

Where applicable, special conditions of contract are also laid down to
cover specific supplies, services or works,

Where such special conditions of contract are in conflict with these
general conditions, the special conditions shall apply.

Unless otherwise indicated in the bidding documents, the purchaser
shall not be liable for any expense incurred in the preparation and
submission of a bid. Where applicable a non-refundable fee for
documents may be charged.

With certain exceptions, invitations to bid are only published in the
Government Tender Bulletin. The Government Tender Bulletin may be
obtained directly from the Government Printer, Private Bag X85,
Pretoria 0001, or accessed electronically from www.ireasury.cov,za

The goods supplied shall conform to the standards mentioned in the
bidding documents and specifications.

The supplier shall not, without the purchaser’s prior written consent,
disclose the contract, or any provision thereof, or any specification,
plan, drawing, pattem, sample, or information furnished by or on
behalf of the purchaser in connection therewith, to any person other
than a person employed by the supplier in the performance of the
contract. Disclosure to any such employed person shall be made in
confidence and shall extend only so far as may be necessary for
purposes of such performance.

The supplier shall not, without the purchaser’s prior written consent,
make use of any document or information mentioned in GCC clause
5.1 except for purposes of performing the contract.

Any document, other than the contract itself mentioned in GCC clause
5.1 shall remain the property of the purchaser and shall be returned (all
copies) to the purchaser on completion of the supplier’s performance
under the contract if so required by the purchaser.

The supplier shall permit the purchaser to inspect the supplier’s records

relating to the performance of the supplier and to have them audited by
auditors appointed by the purchaser, if so required by the purchaser.

The supplier shall indemnify the purchaser against all third-party
claims of infringement of patent, trademark, or industrial design rights

arising from use of the goods or any part thereof by the purchaser.

Within thirty (30} days of receipt of the notification of contract award,

e
R



security

8. Inspections,
tests and
analyses

7.2

7.3

7.4

8.1

8.4

3.6

8.7

the successtul bidder shall furnish to the purchaser the performance
security of the amount specified in SCC.

The proceeds ol the performance security shall be payable 1o the
purchaser as compensation for any loss resulting from the supplier’s
fatlure to complete his obligations under the contract.

The performance securily shall be denominated in the currency of the
contracl, or in a freely converlible currency acceptable to the purchaser
and shall be in one of the following forms:

{a) a bank guarantee or an irrevocable letter of credit issued by a
reputable bank located nn the purchaser’s country or abroad,
acceptable 1o the purchaser, in the form provided in the
bidding documents or another form acceptable to the
purchaser; or

(b) a cashier’s or certified cheque

The performance security will be discharged by the purchaser and
returned to the supplier not later than thirty (30) days following the
date of completion of the supplier’s performance obligations under the
contract, including any warranty obligations, unless otherwise
specified in SCC.

Alt pre-bidding testing will be for the account of the bidder,

If it is a bid condition that supplies to be produced or services to be
rendered should at any stage during production or execution or on
completion be subject to inspection, the premises of the bidder or
contractor shall be open, at all reasonable hours, for inspection by a
representative of the Department or an organization acting on behalf of
the Department.

If there are no inspection requirements indicated in the bidding
documents and no mention is made in the contract, but during the
contract period if is decided that inspections shall be carried out, the
purchaser shall itself make the necessary arrangements, including
payment arrangements with the lesting authority concerned.

IT the inspections, tests and analyses referred to in clauses 8.2 and 8.3
show the supplies to be in accordance with the contract requirements,
the cost of the inspections, tests and analyses shall be detrayed by the
purchaser.

Where the supplies or services referred to in clauses 8.2 and 8.3 do not
comply with the contract requirements, irrespective of whether such
supplies or services are accepted or not, the cost in connection with
these inspections, tests or analyses shall be defrayed by the supplier.

Supplies and services which are referred to in clauses 8.2 and 8.3 and
which do not comply with the contract requirements may be rejected.

Any contract supplies may on or after delivery be inspected, tested or
analyzed and may be rejected if found not to comply with the

requirements of the contract. Such rejected supplies shall be held at the



9. Packing

10 Delivery
and documents

11, Insurance

12. Transportation

13. Incidental
services

8.8

9.1

10.1

cost and risk of the supplier who shall, when called upon, remove them
immediately at his own cost and forthwith snbstitute them with
supplies which do comply with the requirements of the contract.
Failing such removal the rejecied supplies shall be returned at the
suppliers cost and risk. Should the supplier fzil to provide the
substitute supplies forthwith, the purchaser may, withoul giving the
supplier further opportunity to substitute the rejected supplies.
purchase such supplies as may be necessary al the expense of the
supplier.

The provisions of clauses 8.4 to 8.7 shall not prejudice the right of the
purchaser to cancel the contract on account of a breach of the
conditions thereof, or to act in terms of Clause 23 of GCC.

The supplier shall provide such packing of the goods as is required to
prevent their damage or deterioration during transit to their final
destination, as indicated in the contract. The packing shall be
sufficient to withstand, without limitation, rough handling during
transil and exposure to extreme temperatures, salt and precipitation
during transit, and open storage. Packing, case size and weights shail
take into consideration, where appropriate, the remoteness of the
goods’ final destination and the absence of heavy handling facilities al
alt points in transit,

The packing, marking, and documentation within and outside the
packages shall comply strictly with such special requirements as shall
be expressly provided for in the contract, including additional
requirements, if any, specified in SCC, and in any subsequent
instructions ordered by the purchaser.

Delivery of the goods shall be made by the supplier in accordance with
the terms specified in the contract. The details of shipping and/or other
documents to be furnished by the supplier are specified in SCC.

Documents to be submitted by the supplier are specified in SCC.

The goods supplied under the contract shall be fully insured in a freely
converlible currency against loss or damage incidental to manufacture
or acquisition, transporlation, storage and delivery in the manner
specified in the SCC.

Should a price other than an all-inciusive delivered price be required,
this shali be specified in the SCC.

The supplier may be required to provide any or all of the following
services, including additional services, if any, specified in SCC:

(a) performance or supervision of on-sile assembly and/or
commissioning ol the supplied goods;

(b) furnishing of tools required for assembly and/or maintenance
of the supplied goods;

(9] furnishing of a detailed operations and maintenance manual
for each appropriate unit of the supplied goods;

{d) performance or supervision or maintenance and/or repair ol

the supplied goods, for a period of time agreed by the parties,



14. Spare parts

15. Warranty

14.1

15,

1

i

provided that this service shall not relieve the supplier of any
warranty obligations under this contract; and

(e) training of the purchaser’s personnel, at the supplier’s plant
and/or  on-site, 1n assembly, start-up, operation,
maintenance, and/or repair of the suppliced goods.

Prices charged by the supplier for incidental services, if not included in
the contract price for the goods, shall be agreed upon in advance by the
parties and shall not exceed the prevailing rates charged to other
parties by the supplier for similar services.

As specified in SCC, the supplier may be required to provide any or all
of the following materials, notifications, and information pertaining Lo
spare parts manufactured or distributed by the supplier:

{(a8) such spare parts as the purchaser may elect to purchase from the
supplier, provided that this election shali not relieve the supplier
of any warranty obligations under the contract: and

{b) in the event of termination of production of the spare parts:

(i) Advance notification to the purchaser of the pending
termination, in sufficient time to permit the purchaser to
procure needed requirements; and

(iiyfollowing such termination, furnishing at no cost to the
purchaser, the blueprints, drawings, and specilications of the
spare paris, if requested.

The supplier warrants that the goods supplied under the contract are
new, unused, of the most recent or current models, and that they
incorporate all recent improvements in design and materials unless
provided otherwise in the contract. The supplier further warrants that
all goods supplied under this contract shall have no defect, arising from
design, materials, or workmanship (except when the design and/or
material is required by the purchaser’s specifications) or from any act
or omissicn of the supplier, that may develop under normal use of the
supplied goods in the conditions prevailing in the country of final
destination.

This warranty shall remain valid for twelve (12) months after the
goods, or any portion thereol as the case may be, have been delivered
to and accepted at the final destination indicated in the contract, or for
eighteen (18) months after the date of shipment from the port or place
of loading in the source country, whichever period concludes earlier,
unless specified otherwise in SCC.

The purchaser shall promptly notify the supplicr in writing of any
claims arising under this warranty,

Upon receipt of such notice, the supplier shall, within the period
specified in SCC and with all reasonable speed, repair or replace the
defective goods or parts thereof, without costs to the purchaser.

It the supplier, having been notified, fails to remedy the defecl(s)
within the period specified in SCC, the purchaser may proceed to take
such remedial action as may be necessary, at the supplier’s risk and
expense and without prejudice to any other rights which the purchaser



16. Payment

17. Prices

18. Contruct
amentments

19. Assigmment

20. Subcontracts

21. Delays in the
supplier’s
performance

16.1

16.2

16.4

i7.1

18.1

16.1

b2
ta

may have against the supplier under the contract.

The method and conditions of payment to be made to the supplier
under this contract shall be specified in SCC.

The supplier shall furnish the purchaser with an invoice accompanied
by a copy of the delivery note and upon fulfillment of other obligations
stipulated in the contract.

Payments shall be made promptly by the purchaser, but in no case later
than thirty (30} days after submission of an invoice or claim by the
supplier.

Paymenl will be made in Rand unless otherwise stipulated in SCC.

Prices charged by the supplier for goods delivered and services
performed under the contract shall not vary from the prices quoted by
the supplier in his bid, with the exception of any price adjustments
authorized i SCC or in the purchaser’s request for bid validity
extension, as the case may be.

No variation in or modification of the ferms of the contract shall be
made except by written amendment signed by the parties concerned.

The supplier shali not assign, in whole or in part, its obligations to
perform under the contract, except with the purchaser’s prior written
consent.

The supplier shali notify the purchaser in writing of alt subcontracts
awarded under this contracts if not already specified in the bid. Such
notification, in the original bid or later, shall not relieve the supplier
from any liability or obligation under the contract.

Delivery of the goods and performance of services shall be made by
the supplier in accordance with the time schedule prescribed by the
purchaser in the contract.

If at any time during performance of the contract, the supplier or its
subcontractor(s) should encounter conditions impeding timely delivery
of the goods and performance of services, the supplier shall promptly
notify the purchaser in writing of the fact of the delay, its likely
duration and its cause(s). As soon as practicable after receipt of the
supplier’s notice, the purchaser shall evaluate the situation and may at
his discretion extend the supplier’s time for performance, with or
without the imposition of penalties, in which case the extension shall
be ratified by the parties by amendmenti of contract.

No provision in a contract shall be deemed to prohibit the obtaining of
supplies or services from a nationai department, provincial department,
or a local authority.

The right is reserved to procure ontside of the contract small quantities
or to have minor essential services executed if an emergency arises, the
supplicr’s point of supply is not situated atl or near the place where the
suppiies are required, or the supplier's services are not readily



21.5

21.6
22. Penalties 221
23. Termination 23]
for default

232

available.

Except as provided under GCC Clause 25, a delay by the supplier in
the performance of its delivery obligations shall render the supplier
liable to the imposition of penalties, pursuant to GCC Clause 22,
unless an extension of time is agreed upon pursvant to GCC Clause
21.2 without the application of penalties.

Upon any delay beyond the delivery period in the case of a supplies
contraci, the purchaser shall, without canceling the contract, be entitled
to purchase supplies of a similar qualily and up o the same quantity in
substitution of the goods not supplied in conformity with the contract
and to return any goods delivered later at the supplier’s expense and
risk, or to cancel the contract and buy such goods as may be required
10 complete the contract and without prejudice to his other rights, be
emitled 1o claim damages [rom the supplier.

Subject to GCC Clause 25, if the supplier fails to deliver any or all of
the goods or Lo perform the services within the period(s) specified in
ithe contract, the purchaser shall, without prejudice to its other remedies
under the contract, deduct from the contract price, as a penalty, a sum
calculated on the delivered price of the delayed goods or unperformed
services using the current prime interest rate calculated for each day of
the delay until actual delivery or performance. The purchaser may also
consider termination of the contract pursuant to GCC Clause 23.

The purchaser, without prejudice to any other remedy for breach ol
contract, by written notice ol default sent to the supplier, may
terminate this contract in whole or in part:

{a) il the supplier fails to deliver any or all of the goods within
the period(s) specified in the contract, or within any
extension thereof granted by the purchaser pursuant to GCC
Clause 21.2;

(b} if the Supplier fails to perform any other obligation(s) under
the contract; or
(¢} if the supplier, in the judgment of the purchaser, has

engaged in corrupt or frauduitlent practices in competing for
or in execwting the contract.

In the event the purchaser terminates the contract in whole or in part,

the purchaser may procure, upon such terms and in such manner as it
deems appropriate, goods, works or services similar to those undelivered,
and the supplier shall be liable to the purchaser for any excess costs for
such similar goods, works or services. However, the supplier shail
continue performance of the contract to the extent not terminated.

23.3 Where the purchaser terminates the contract in whole or in part, the
purchaser may decide to impese a restriction penalty on the supplier by
prohibiting such supplier trom doing business with the public sector for a
period not exceeding 10 years.

23.4

If a purchaser intends imposing a restriction on a supplier or any

person associated with the supplier, the supplier will be allowed a time
period of not more than fourteen {14) days to provide reasons why the

10



24, Anti-dumping
and  countervailing
duties and rights

envisaged resiriction should not be imposed. Should the supplier fail to
respond within the stipulated fourteen (14) days the purchaser may regard
the intended penalty as not objected against and may impose it on the
supplier.

23.5 Any restriction imposed on any person by the Accounting Officer /

Authority will, at the discretion of the Accounting Officer / Authority,
also be applicable to any other enterprise or any partner, manager,
director or other person who wholly or partly exercises or exercised or
may exercise control over the enterprise of the first-mentioned person,
and with which enterprise or person the first-menlioned person, is or was
in the opinion of the Accounting Officer / Authority actively associated.

23.6 If a restriction is imposed, the purchaser must, within five (5} working

days of such imposition, fumish the National Treasury, with the

following information:

(1) the name and address of the supplier and / or person restricted by the
purchaser;

{11} the date of commencement of the restriction

(iii} the period of restriction; and

(iv) the reasons for the restriction.

These details will be loaded in the National Treasury's central database
of suppliers or persons prohibited from doing business with the public
sector.

23.7 Il a court of law convicts a person of an offence as contemplated in

sections 12 or 13 of the Prevention and Combating of Corrupt Activities
Act, No. 12 of 2004, the court may also rule that such person’s name be
endorsed on the Register for Tender Defaulters. When a person’s name
has been endorsed on the Register, the person wili be prohibited from
doing business with the public sector for a period not less than five years
and not more than 10 years. The National Treasury is empowered to
determine the period ol restriction and each case will be dealt with on its
own mernts. According to section 32 of the Act the Register must be
apen o the public. The Register can be perused on the National Treasury
website,

24.1 When, after the date of bid, provisional payments are required, or anti-

dumping or countérvailing duties are imposed, or the amount of a
provisional payment or anti-dumping or countervailing right is
increased in respect of any dumped or subsidized import, the Slate is
not liable for any amount so required or imposed. or for the amount of
any such increase. When, after the said date, such a provisional
paymenl is no longer required or any such anti-dumping or
countervailing right is abolished, or where the amount of such
provisional payment or any such right is reduced, any such favourable
difference shall on demand be paid forthwith by the contractor to the
State or the State may deduct such amounts from moneys (il any)
which may otherwise be due to the contractor in regard to supplies or
services which he delivered or rendered, or is to deliver or render in
terms of the contract or any other contract or any other amount which
may be due to him

11
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28.1

Notwithstanding the provisions of GCC Clauses 22 and 23. the
supplier shall not be liable for forfeiture of its performance securily,
damages, or termination for default if and 1o the extent that his delay in
performance or other failure to perform his obligations under the
contract is the result of an event of force majeure.

It a force majeure situation arises, the supplier shall promptly notify
the purchaser in writing of such condition and the cause thereof
Unless otherwise directed by the purchaser in writing, the supplier
shall continue to perform its obligations under the contract as far as is
reasonably practical, and shall seek all reasonable alternative means for
performance not prevented by the force majeure event.

The purchaser may at any time terminate the contract by giving written
notice to the supplier if the supplier becomes bankrupt or otherwise
insolvent. In this event, termination will be without compensation to
the supplier, provided that such termination will not prejudice or affect
any right of action or remedy which has accrued or will accrue
therealter to the purchaser.

If any dispute or differcnce of any kind whatsoever arises between the
purchaser and the supplier in connection with or arising out of the
contract, the parties shall make every effort to resolve amicably such
dispute or difference by mutual consultation.

If, after thirty (30) days, the parties have failed to resolve their dispitte
or difference by such mutual consultation, then either the purchaser or
the supplier may give notice to the other party of his intention to
commence with mediation. No mediation in respect of this matter may
be commenced unless such notice is given to the other party.

Should it not be possible to settie a dispute by means of mediation, it
may be settied in a South African court of law.

Mediation proceedings shall be conducted in accordance with the rules
of procedure specified in the SCC.

Notwithstanding any reference to mediation and/or court proceedings
herein,

{a) the parties shall continue to perform their respective obligations
under the contract unless they otherwise agree; and
(b) the purchaser shall pay the supplier any monies due the supplier.

Except in cases of criminal negligence or willful misconduct, and in

the case of infringement pursuant to Clause 6;

(a} the supplier shall not be iiable to the purchaser, whether in
contract, torl, or otherwise, for any indirect or consequential loss
or damage, loss of use, loss of production, or ioss of profits or
inlerest costs, provided that this exclusion shall not apply to any
obligation of the supplier to pay penalties and/or damiages to the
purchaser; and

12



29, Governing
language

30. Applicable
law

31. Notices

32. Taxes and

duties

33, Nationat
Industrial
Participation  (NIP}
Programme

34. Prohibition of
Restrictive practices

29.1

31.2

321

33.1

34.1

(b) the agpregate liability of the supplier to the purchaser, whether
under the contract, in tort or otherwise, shall not exceed the total
contract price, provided that this limitation shall not apply to the
cosl of repairing or replacing defective equipment.

The contract shall be written in English. All correspondence and other
documents pertaining 1o the contract that is exchanged by the parties
shal} also be written in English.

The contract shall be interpreted in accordance with South Alrican
laws, unless otherwise specified in SCC.

Every written acceptance of a bid shall be posted to the supplier
concerned by registered or certified mail and any other notice to him
shall be posted by ordinary mail to the address furnished in his bid or
to the address notified later by him in writing and such posting shall be
deemed to be proper service of such notice

The time mentioned in the contract documents for performing any act
after such aforesaid notice has been given, shall be reckoned from the
date of posting of such notice.

A foreign supplier shall be entirely responsible for all taxes, stamp
duties, license fees, and other such levies imposed outside the
purchaser’s country,

A local supplier shall be entirely responsible for all taxes, duties,
license fees, etc., incurred until delivery of the contracted goods to
the purchaser.

No contract shall be concluded with any bidder whose tax matters are
not in order. Prior 1o the award of a bid the Depariment must be in
possession of a tax clearance certificate, submitied by the bidder.
This certificate must be an original issued by the South Alrican
Revenue Services.

The NIP Programme administered by the Department of Trade and
Industry shall be applicable to all contracts that are subject to the
NIP obligation.

In terms of section 4 (1) (b) (iif) of the Competition Act No. 89 of
1998, as amended, an agreement between, or concerted practice by,
firms, or a decision by an association of firms, is prohibited if it is
between parties in a horizontal relationship and if a bidder (s} is / are
or a coniractor(s) was / were involved in collusive bidding (or bid
rigging).

If a bidder(s) or contractor(s), based on reasonable grounds or
evidence obtained by the purchaser, has / have engaped in the
restrictive practice referved to above, the purchaser may refer the
niatter to the Competition Commission for investigation and possible
imposition of administralive penalties as contemplated in the
Competition Act No. 89 of 1998.

13
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If a bidder(s) or contractor{s}, has / have been found guilly by the
Competition Commission of the restrictive practice referred to
above, the purchaser may, in addition and without prejudice (o any
other remedy provided for, invalidale the bid(s) for such item(s)
offered, and / or terminate the contract in whole or part, and / or
vestrict the bidder(s) or contractor(s) from conducting business with
the public sector for a period not exceeding ten (10} years and / or
claint damages from the bidder(s) or contractor(s) concerned.

Js General Conditions of Contract {revised Juiy 2010}
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