TENDER NOTICE

TENDER No.  T/37/2010

IT SUPPORT SERVICES FOR TANKER ACCESS SYSTEM AT AL ANSAB

The tender document may be purchased by local Companies who have registered with Tender Board and International Companies, who have sufficient experience in the works mentioned above, from the Contracting Section, Finance Department, Haya Water.

Office location:
OOSC Building, 2nd Floor, Madinat Sultan Qaboos

Office hours:
7.00 am to 12.30pm and 1.00 pm to 3.30 pm, Saturday to Wednesday

Period of sale of

Tender Document
18.12.2010 to 22.12.2010

Tender Fee:
RO: 25.000 (Rials Omani Twenty Five only) Non-refundable

Payment method:
Cash or Demand Draft or Wire Transfer in favor of Haya Water (DD/Wire Transfer shall be inclusive of banker’s commission by the paying bank)

Bid validity:
90 days from date of submission

Bid Bond:
1% of bid value, in favour of Haya Water valid for 90 days from date of submission

Last date for submission

of Tender Bids:
1200 Hrs on 04.01.2011

Sealed Tenders along with all required documents shall be placed in Haya Water tender box with the tender title written on the cover and without any identity of the Tenderer.

SYNOPSIS OF SCOPE
1.0 Management Summary

Haya Water is a government owned company empowered to manage the Muscat wastewater Project for the whole of Muscat.

The company wishes to appoint a Contractor to provide 24x7 IT Support for the Tanker Access System at Al Ansab.

The intention in seeking provision of support & maintenance is to ensure that:

· Maintenance and support services happens as defined in the targets below 

· Optimum operational performance is ensured

· Availability is ensured in case of application, hardware, database failure

	Service
	Expected availability
	Mean time to repair
	Exceptions



	Maintenance and support services
	 99%            reported per month
	5 hours(for priority 1 and 2 incidents) 
	Maximum of 6 priority 1 and 6 priority 2 incidents per year, which take up between 2 to 8 hours to repair(with the exception of disasters/calamities)

	Service Desk availability for Fault logging
	100%
	
	disasters/calamities


The vendor should include as part of the proposal, a downtime schedule for maintenance activities for the 1st year of the contract. Such downtime time will not be counted towards system unavailability

2.0 Introduction about Tanker access setup:

     Tanker access system is used for auto toll collection from the sewage tankers approaching the offloading area in al-Ansab. The tanker drivers have to deposit an amount in Haya bank account and bring the receipt to the teller who will input the amount in the Toll system. 

    Each tanker has an electronic tag stick in the front windshield, when a Tagged vehicle approaches read zone a Radio Frequency reader will detect the Tag ID and send it to the lane system. Lane system will check the TAG status in the local TAG Grey list. Typical TAG status will be Normal, Low Balance, and Insufficient Funds. 

If the TAG has a Normal or Low Balance status then a transaction will be recorded in the local database. Traffic Signal and Universal Fare Display will be updated accordingly by the Lane system.

    The vehicle will pass into the light curtain area which will start the video recording which can be used for auditing.  The lane system is now ready for new TAG reads. When the vehicle exits the light curtain area, the transaction will be updated with the audit time and forwarded to the plaza computer The Trip fee will be deducted from the account balance on the plaza computer.

The system uses International road dynamics INC software called itoll V5.5 which has its own oracle database bundled with the application, the system is integrated with oracle financials to post all the transactions. The financial is part of Haya’s Oracle E-business suite with 9i database .Tanker access system is also integrated with Oracle Imaging and Process Management (Oracle I/PM) Version 7.7.3.0 to archive the daily transactions and revenue.
3.0 Scope of Work


The scope of work shall include but not be limited to the following:

· Contractor shall provide access to Service Desk to raise tickets to report any fault, the service desk shall be available 24 hours a day, 365 days a year.

· Provide 24x7 support to resolve IT related issues, incidents, events or problem in the systems, to ensure the highest possible availability of the system as defined in the “Business Impact Matrix for Incidents” section;

· In addition to solving problems, the contractor will also perform IT tasks as defined in the “IT Operations Management” section.

The following services will be provided as part of the SLA:

· Coordination with HAYA IT to resolve any issues related to dependant services like network, power, antivirus, etc.

· Delivering solutions for any Operating System, Firewall, proxy or server configurations required for the system to run without interruption. Haya Water IT staff will carry out the required configurations following Haya Water’s Change Management processes.

· Perform monthly preventive maintenance, Health check of all Toll hardware components including Cleaning of critical components to reduce risk of downtime. The maintenance report should be attached with the invoice of the each month.

· Coordination with HAYA IT to backup and Monitor database, logs and images.

· Train HAYA IT on:

1. System operations monitoring 

2. resolution of any minor errors

3. Resolution of any technical issue.

4. Check scheduled tasks.

· Provide periodical performance and availability reports.

· Apply system updates, patches and bug fixes.

To ensure the above, the services to be provided are classified under following categories:

· IT Operations Management

· On-call Support

