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Request for Proposal (RFP)

Data Center Local Maintenance and Support
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1. Introduction:
1.1. RFP Purpose

Water Authority of Jordan (WAIJ) is seeking proposals for Data center and TC rooms annual maintenance and
support contract, emergency service and other related service for items listed in the tables below regarding Air
conditioning (AC), UPS’s, firefighting, fire alarm and monitoring system, the detailed information provided
below in Annex and scope of work.

2. Project Definition and Description

2.1. Bidders Eligibility Criteria

Description Comply

The bidder submitting the offers should be a Registered Company in Jordan

The Bidder must have at least 5 years of experience in Listed items below at the
local marketing and Its capital should be 10,000 JD or more.

The bidder should not have been blacklisted by any government organization /
banks. Self-declaration to that effect should be submitted along with the technical
bid

The bidder must have partnership Certificate from the mother company stating
clearly that the bidder authorized to provide such service for one of the listed items
below (UPS, Conditions).

The bidder must have enough experience and certified staff of engineers attached
herewith CVs to implement, Install and support the existing services and
equipment's.

The bidder must provide detailed references for similar projects in size and scope
in the past 3 years and WAJ has the rights to contact them for verification purpose.

2.2. Support and maintenance services
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Winning Bidder shall provide maintenance and support for the listed devices in Annex 1 and its relevant
modules.

WA seeks to:

o Provide 24x7 on-site support, and troubleshooting that covers spare parts and labor.

o The bidder should provide end to end onsite support including not limited to, the competent
staff of the company shall study and address any problems it may occur or interfere with
software/hardware work listed in annex 1, by sending technicians and specialists to handle the
problems On-site and providing technical solutions and appropriate procedures to avoid
recurrence of these problems once again.

o Provide a ground and cellular phone number and engineer name (primary and alternate)
Competent and qualified to report problems and ensure that communications are answered
during Official and out of office times including holidays, Official holidays and throughout
the hour (24 x 7).

o Carryout any modifications or changes to the software and hardware settings listed in annex 1
if required.

o The Periodic visits should be carried out on a monthly basis including the preventive
maintenance work for the equipment's (software and hardware) listed in annex 1, the
Preventive maintenance includes everything that can be done to ensure that the entire items
listed in the tables below work properly and provide periodic signed maintenance reports by
both the company and WAJ.

o Ifany of listed items below in the tables requires to Develop and Upgrade the firmware
software to be Up to date and ensure continuity of operation during the contract period.

o The bidder should check and test all UPSs exists and provide a report demonstrating the status
of these UPS's including the batteries status.

o The bidder should do site survey for the items in Annex1.

o The bidder should delivery, supply, install, commissioning and test a new battery for UPS's
exists in the data center WAJ Building.

o The bidder must identify their mean time to repair to full operation under normal conditions,
also identify any guarantees to full restoration of services.

o The bidder must have a spare part for the items listed in the tables below available in its
stocks.

o The bidder must have the capability to keep services up and running in case of any distortion
or damaged happened to any of the items listed in the tables below by using alternatively
devices form its company until the service up and running again.

o During the annual contract period, the price of the Consumables Parts not included in the
contract and the bidder should provide an appropriate price for the consumables part
according to the local market and should installed and test it out and should guarantee the
continuity of operation for service up and running until replacing defective part (by providing
alternatively resources till the issue fixed).

o The annual contract should include spare parts.

2.3. Service level requirements

2.3.1 Severity Description

\ Severity Level \ Severity Description
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Severity — 1 System not operational, unusable, operations are totally
affected or operation halted.
Severity — 2 System partially down or a component but operation
unaffected, customer case requires service response.
Severity — 3 Scheduled service intervention.
Severity — 4 Routine maintenance, inquiry, meeting

2.3.2 Response & Resolution Time

Spare parts Availability Max Response Time Max Resolution Time
Severity — 1 30 minutes 6 hours
Severity — 2 2 hours 24 hours
Severity — 3 6 hours 48 hours
Severity — 4 48 hours 6 days

Where:

*Response Time: The time it takes to acknowledge WAIJs issue in a non-automated way. It is calculated from
the time of sending an email explaining the incident, opening a ticket on bidder ticketing system, or
conducting a phone call with the assigned support engineer until the time that WAJ is advised their problem
has been received and is being addressed

*Resolution Time: s the time taken to resolve the reported incident completely. Resolution Time
(Restoration Time) is calculated from the end of the defined response time for each severity level as shown in
the above table, it shall include the diagnostic and the fixing time for the reported incident.

2.2.3. Escalation procedures and penalties

Severity Definition Support Penalty

1 Must be done, A penalty of 10 J.D. shall be applied for each hour
essential to business pass the resolution time. This penalty shall continue
survival. Business for the first 24 hours (5x24). If delay continues,
can’t continue then a penalty of 200 J.D. per day shall be applied

and for the maximum duration of 2 days; after
that, 3rd party will be called to fix the problem.

2 Should be done, A penalty of 120 J.D. shall be applied for each day
near essential to pass the resolution time. This penalty will be
business survival applied for the maximum duration of 4 days; after

that, 3rd party will be called to fix the problem.

3 Could be done, high A penalty of 80 J.D. shall be applied for each day

benefit to business
if time and
resources are
available

pass the resolution time. This penalty will be
applied for the maximum duration of 5 days; after
that, 3rd party will be called to fix the problem.
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4 Important problem A penalty of 80 J.D. shall be applied for each day
but can wait pass the resolution time. This penalty will be
applied for the maximum duration of 5 days; after
that, 3rd party will be called to fix the problem.

Preventive Maintenance

The winning bidder is required to provide the following:

Conduct Preventive Maintenance (PM) for the proposed solution and its equipment one time every 1 month
(12 times for the 12 months of support).

Penalties for defaulting on PM

A penalty of 500 JD per visit per location will be charged for not accomplishing the PM aforementioned
responsibilities.

3rd party

In case call third party to fix the problem according to the matrix above, all expenses charged to the
contractor.

3. Delivery and Commissioning Period:

The Bidders should provide annual maintenance contract for the requested items in the technical
specifications within 30 days from the date of awarding.

4. Terms and Conditions

1. Duration of this support is one year starts from the signing date of the agreement.

2. Scope of Work: The vendor shall provide maintenance services as described in the RFP. Any additional
services required by WAJ shall be agreed upon in writing by both parties.

3. Payment Terms: Payment for services shall be made in accordance Two Equal payment at the end of
each half. Invoices shall be submitted after and shall include a detailed description of services provided.

4. Prices: All prices are in Jordanian Dinars including taxes.

5. Confidentiality: The vendor shall maintain the confidentiality of all information provided by WAJ shall
not disclose such information to any third party without the prior written consent of Your WAJ.

6. Warranty: The vendor warrants that all services provided under this contract shall be performed in a
professional and workmanlike manner and shall be free from defects in materials and workmanship for a
period of insert number of 12 months from the date of completion.

7. Insurance: The vendor shall maintain insurance coverage in amounts and types as required by law and
as reasonably necessary to protect against claims arising out of the vendor's performance of services
under this contract.

8. Governing Law: This contract shall be governed by and construed in accordance with the laws of the
Jordan in which WA/ is located.

9. Entire Agreement: This contract constitutes the entire agreement between the parties and supersedes
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all prior negotiations, understandings, and agreements between the parties.
10. Amendments: This contract may be amended only by written agreement signed by both parties.

11. Assignment: The vendor may not assign this contract or any of its rights or obligations under this
contract without the prior written consent of WAJ.

12. Notices: Any notices required or permitted under this contract shall be in writing and shall be deemed
to have been given when delivered in person or sent by certified mail, return receipt requested, to the
addresses set in the RFP.

13. Any conflict between special condition and general condition WAJ select one of them.

14. The supplier accepts that this agreement covers all travel expenses, parts costs, and labor required
for maintaining, supporting, and repairing equipment under the Contract at WAJ.

5. Evaluation Criteria:

Proposals will be evaluated based on the following criteria:
- Experience and qualifications of the vendor

- Proposed methodology and services

- Pricing and fees

- Proposed timeline for the maintenance services

- References from previous clients
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Annex 1

[tems
Item Component Model Qty. Comply
# [Yes, No]
1 Humidity, Ventilation Emerson PDX Direct expansion 3
and Air Conditioning cooling unit, Unit Model PX047DA
Systems with cooling Capacity of 47.0 kW and
net sensible
2 Monitoring System Poseidon 4002 1
Poseidon 3266 1
Water leak detection sensor 2
Temperature and humidity sensor 8
GSM modem for SMS notifications 1
AC voltage sensor (Dry contact) 1
Smoke sensor L/S
Buzzer 1
Door sensor 2
3 Electrical All Electrical Component L/S
Datacenter
Fire system Thorn system 1700 with sensors 1
5 UPS Eaton Power ware 9390-80KVA 2
Purchase Components
# Component Qty. Model Specs Comply
[Yes,
No]
1 Battery 80 Eaton Power |o Voltage: 12 volts

ware 9390- |e  Capacity: 55 amp-hours (Ah)
80KVA e Type: Sealed Lead Acid (SLA) or

AGM (Absorbent Glass Mat)

e Cycle Life: Long lifespan (typically
10 years under normal use) (25°C)

e Self-Discharge Rate: Low self-

discharge rate for extended storage

e Safety Features: Overcharge

protection, short circuit protection,

and leak-proof design

® Applications: Ideal for

uninterruptible power supplies

(UPS)

® low Internal Resistance

2 Firefighting L/S Maintenance If needed
gas FM-200
and
cylinders
check
3 Filters 12 Emerson PDX Change the filters (they should be
Direct metal and can be cleaned)
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4 AC Gas expansion
5 Batteries cooling unit, If needed
Unit Model
PX047DA
with cooling
Capacity of
47.0 kW and
net sensible
6 Other Depends on site visit
Notes:

e Site visit is required to inspect the materials that need to be maintained and to make a list
of the consumable materials that need to be replaced.

e If the batteries are different from the current ones in terms of dimensions, the battery
compartments must be changed to suit the space available on the site, with a battery
breaker in accordance with what the manufacturer recommends.O]
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