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Section II: Schedule of Requirements 
eSourcing reference: RFQ/2019/12744
Background Information UNOPS
UNOPS operates the Iraq Internally Displaced Persons Information Centre (Iraq IIC) on behalf of a number of humanitarian agencies operating in Iraq, including UNHCR, WFP, WHO, and OCHA. Displaced Iraqis can dial 80069999 for free from any Iraqi mobile phone to get information about humanitarian services and provide feedback about humanitarian operations,
The Iraq IIC currently consists of ten (24) desktop computer workstations, ten (24) Cisco VoIP phones, one (3) printers, one (1) Cisco Unified Contact Center Express (UCCX) server and one (1) database server.

Purpose, Scope of Assignment, and Duration.
UNOPS seeks a Service Provider to oversee network service, maintenance, and technical support for eight (12) months, from 1 January 2020 through 31 December 2020. The maintenance contract can be extended upon mutual agreement by both parties.
The Service Provider will be required to make a minimum of one in-person visit for a full working day (9 AM to 5 PM) per week to the IIC premises to service, maintain, and/or update Iraq IIC devices. In addition, the Service Provider will provide basic training on Cisco UCCX systems. Further, the Service Provider will be required to respond to requests for technical support by telephone or in person within one hour during office hours (8 AM to 10:30 PM, Sunday through Thursday and 9 AM to 3 PM on weekends and holidays) and within three hours at any other time, 24 hours per day, seven days a week. In the event of Cisco UCCX hardware failure, and maintenance contracts covers all passive components.
The Service Provider will be the consultant of UNOPS Iraq IIC.

Specific responsibilities include, but are not limited to:
Cisco UCCX and VoIP System
· Fixing and troubleshooting the current Call Contact Center technical issues.
· Create, remove and maintain operator and administrator user accounts and permissions.
· Update interactive voice response (IVR) messaging and pathways as requested.
· Add, remove, and update SIM card configuration in UCCX system as requested.
· Ensure that devices are connected to the internet and to phone networks and functioning properly at all times. 
· Ensure that Cisco UCCX system software is up-to-date.
· Investigate and fix any technical or connection issues in consultation with Iraqi mobile phone providers.
· If necessary, diagnose cause of disconnected calls.
· Dust down all equipment every month.
· Provide consultancy for UNOPS Iraq IIC for any future ICT project.
· Provide monthly system health report.


Computer Workstations, database server and Printers
· Ensure that all devices are networked and that all users and administrators have correct permissions to edit and view files.
· Ensure that all devices are protected from viruses and external attacks through provision and configuration of firewalls, anti-virus software, and other mechanisms as necessary.
· Ensure that internet connection is functioning at correct speed.
· Ensure that critical files and systems are backed up regularly and that backups can be deployed quickly in the event of any catastrophic failure.
· Ensure that the database server is appropriately configured and that back up data are regularly stored and maintained.
· Regularly test back-up system.
· Monitor available disk space on servers and computers.
· Provide general technical support for users as requested.
· Warn client of potential issues or problems.
· Maintain firewall functionality.
· [bookmark: _GoBack]Investigate any suspicious activity or unexpected software behaviour.
· Maintain necessary documentation and logs including licensing information for all computers and purchased software.
· Provide any other general maintenance as required, including dusting the equipment.


Technical specifications for Goods and Comparative Data Table:

	Item No
	UNOPS minimum technical requirements
	Quantity
	Is quotation compliant? Bidder to complete
	Details of goods offered. Bidder to complete

	1
	Monthly IT maintenance services
	12
	☐ Yes   ☐ No
	Insert details of goods offered, including specifications and brand/model offered if applicable




Delivery requirements and Comparative Data Table:

	UNOPS Requirements
	Is quotation compliant? Bidder to complete
	Details 
Bidder to complete

	Delivery time
	Bidder shall deliver the required services in the period from 1 January 2020 through 31 December 2020 after Contract signature.
	☐ Yes   ☐ No
	Insert details 

	Delivery place and Incoterms rules
	UNOPS office in Erbil - Iraq
	☐ Yes   ☐ No
	Insert details 

	Consignee details
	UNOPS
	☐ Yes   ☐ No
	Insert details 
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