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The total amount of the contract (maintenance and man-days) will be divided
payments paid upon submitted deliverables acceptance by GPD administration as

e 1stpayment, 25% of the maintenance value + 100% of the accepted tasK
Days, paid on the 1st quarter (After 3 Months) of signing the contract.

2nd payment, 25% of the maintenance value + 100% of the accepted
Man-Days, paid on the 2nd quarter (After 6 Months) of signing the cont
3rd payment, 25% of the maintenance value + 100% of the accepted

) puall

nto Four
follows;

s of the Man-

tasks of the
ract.
tasks of the

Man-Days, paid on the 3rd quarter (After 9 Months) of signing the contyact.

4th payment, 25% of the maintenance value + 100% of the accepted

tasks of the

Man-Days including the knowledge transfer, paid on the 4th quarﬁer (After 12
Months) of signing the contract (The end of the contract and final approval and

publish).
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1. Severity Levels

A problem is a critical or serious loss of functionality. Severity level is a mean of 3ssessing and

documenting the impact of the loss of functionality to the winning bidder and the

mpact to the

business. The severity level gives restoration or repair priority to problems causing the greatest
impact to the business. Below is a description for the various severity levels deﬁnejﬁ and used at

Government Procurement Department
2. Severity One (Urgent)

A severity one (1) issue is a catastrophic business impact: complete loss of a core bus

that needs immediate attention or the system shows wrong results.
3. Severity Two (High)
A severity two (2) issue is critical business impact: significant loss or degradation
occurrence of a severe slowdown on the system that makes providing the service dif}
4. Severity Three (Medium)

ness process

af services, or

cult.

A severity three (3) issue is a medium-to-low impact problem, which involves partial non-critical
functionality loss or failure of a service or the appearance of notes on a service or system component

5. Severity Four (Low)

A severity four (4) low priority problem, it can wait, as there is no loss of functionality,or impact on

< the business. 4 g P

6. Response and Resolution Matrix

ra
®

Table below describes the response and resolution time required for the different problems

severities at Government Procurement Department:

o -2 et |

1 30 Minutes during work-ing hours and 1 Hours 8 Hours
after working hours
2 1 Hours during worklr.1g hours and 2 Hours 24 hours
after working hours
3 ’ ] 3 Hours 48 Hours
4 8 Hours 5 Days
|Paget ' ,
/.
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Table 1 Response and Resolution Matrix

Must be done,
essential to.

A penalty of (Awarding Value for Technical| support
part/project Duration in days) *0.1 ].D.shall be applied per day
or part of day pass the resolution time. This penalty shall be
applied until resolving the incident. After 2 days of the

1 tl;usiness sun'nval. resolution time, if the incident not resolved then GPI) have the
usiness can't . A
continue right to call 3rd party to resolve the. incident .and all cost
O incurred by GPD for fixing the problem will be charged to the
winning bidder in addition to above penalties.
A penalty -of (Awarding Value for Technical| support
part/project Duration in days) *0.085 J.D. shall be applied per
day or part of day pass the resolution time. This penalty shall
Should be d_one, be applied until resolving the incident. After 2 days of the
2 near essential to . . . .
business survival resolution time, if the incident not resolved then GPD} have the
" | right to call 3rd party to resolve the incident an all cost
incurred by GPD for fixing the problem will be charged to the
winning bidder in addition to above penalties. ’
A penalty of (Awarding Value for Technical| support
part/project Duration in days) *0.065 J.D. shall be applied per
Cpuld be done, day or part of day pass the resolution time. This penalty shall
high benefit to . . . .
. cp et be applied until resolving the incident. After 2 days of the
3 business if time

and resources are
available.

resolution time, if the incident not resolved then GPD) have the
right to call 3rd party to resolve the incident and all cost
incurred by GPD for fixing the problem will be charged to the
winning bidder in addition to above penalties.

Important
problem but can
wait

A penalty of (Awarding Value for Technical| support
part/project Duratiorfinidays) *0.045 J.D. shall be applied per
day or part of day pass the resolution time. This pernalty shall
be applied until resolving the incident. After 2 days of the
resolution time, if the incident not resolved then GPD) have the
right to call 3rd party to resolve the incident and all cost
incurred by GPD for fixing the problem will be charged to the
winning bidder in addition to above penalties.

Man-Days

A penalty of 3% of man-days daily value for each day of delay.
After delay for 2 days of agreed date of Delivery, GPD) have the
right to call a 3rd party and all cost incurred by GHD for the
development will be charged to the winning bidder in addition
to above penalties.
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