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DISCLAIMER

THIS DOCUMENT IS A REQUEST FOR PROPOSAL (RFP), AND SHALL NOT BE CONSTRUED IN
WHOLE OR PART AS A DIRECT OR INDIRECT ORDER. IT SHALL NOT BE CONSTRUED AS A
REQUEST OR AUTHORIZATION TO PERFORM WORK AT THE EXPENSE OF JIACC. THE
INFORMATION IN THIS RFP IS INTENDED TO ENABLE BIDDERS TO FORMULATE A
PROPOSAL IN RESPONSE TO THE PROJECT REQUIREMENTS SET FORTH. ALTHOUGH THIS
RFP CONTAINS SUCH ENABLING INFORMATION, BIDDERS MUST MAKE THEIR OWN
INDEPENDENT ASSESSMENTS AND INVESTIGATIONS REGARDING THE SUBJECT MATTER
OF THIS RFP. JIACC DOES NOT GUARANTEE THE ACCURACY, RELIABILITY, CORRECTNESS
OR COMPLETENESS OF THE INFORMATION IN THIS RFP. THE BIDDER REMAINS
RESPONSIBLE IN RELATION TO IDENTIFYING ANY FURTHER INFORMATION THAT IS
REQUIRED TO PREPARE THE PROPOSAL. THIS RFP SHALL CONSTITUTE PART OF THE
CONTRACT THAT WILL BE SIGNED BETWEEN JIACC AND THE WINNING BIDDER.
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Section 1: INTRODUCTION

1.1. RFP Purpose

The purpose of this Request for Proposal (RFP) to elicit responses from qualified local IT bidders (either
alone or having joint venture with local/international firms) in order to deliver a comprehensive and
integrated solution by digitizing JIACC systems to include (investigation system, cases management
system and integrity KPIs portal) - hereafter referred to as the Project.

The winning bidder is required to host, implement and deploy the proposed solution including all
components on the Government Private Cloud (GPC).

The winning bidder shall develop the required solution using any technology and provide all the required
licenses.

Services included within this RFP are emerged from the following set of Goals categorized as per groups
of beneficiaries:

1. For the government, the goal of e-Transformation is to increase the efficiency associated with
services, eliminate and cut-down lengthy and useless iterations, reduce correspondences and
approvals, reduce time needed to fulfill the service, standardize and streamline procedures,
improving the quality level associated with the services along with increasing the transparency and
reporting by allowing direct sharing of information.

2. From user perspective, these services will provide a transitional move that will be tangibly
recognized as a successful example of e-Government program by subscribers.

3. Provide better situational awareness, data collection, data analysis, prediction and investigation
support

Ministry of Digital Economy and Entrepreneurship (MODEE) seeks a bidder capable of providing
functional requirements and demonstrating clear and comprehensive implementation framework together
with strong project management and leadership skills.

The winning bidder will be responsible for successful delivery of the project within specified timeframe
and has to follow agreed tasks and achieve desired goals and objectives so the project is managed efficiently
and effectively. In addition, the bidder will be required to finance lump sum cost of the project according
to Annex (5.4)

Responses to this Request for Proposal (RFP) must conform to the procedures, format and content
requirements outlined in this document. Deviation may be grounds for disqualification.
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RFP Organization

This RFP provides the information to enable bidders to submit written proposals for the sought solution.
The organization of the RFP is as follows:

Section 1: Introduction

This section outlines the RFP’s purpose and its organization.

Section 2: Project Definition and Overall Solution Description

This section provides general definition of the project scope and a high-level description of the
solution to be implemented,

Section 3: Scope of the Project

This section defines scope of work, proposal requirements and deliverables for the Project.

Section 4: Administrative Procedures and Requirements

This section describes the administrative rules and procedures that guide the proposal and its
processes.

Section 5: Annexes

This section includes all annexes to the RFP.

E-Government Program - MODEE
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Section 2: PROJECT DEFINITION AND OVERALL SOLUTION DESCRIPTION
2.1. Project Definition

Integrity & Anti-corruption Commission (JIACC) is aiming to build a solid and inter-correlated digital
system to help in combating corruption acts, prevention, eliminating corruption effects, predict future
possible corruption acts and preserving government funds and assets and Jordan reputation, by
strengthening the National Code of Integrity, enhancing institutional and individual ethical behaviors,
reinforcing principles of good Governance, rules of Law, transparency, accountability, justice, and equal
opportunities

Project will include the following components:

e Component 1: Investigation systemeé ) JLdiuy) Ui
e Component 2: Case Management system Ll 3 ) alai
e Component 3: Integrity KP1s Portal<) ssall dailia

Note: Implementation priorities will be determined in the planning phase and subject to approval
by MODEE and JIACC

2.1.1. Definition and description

Component 1: Investigation system (8 ) jLdiuy) sl

In this component, JIACC aims at digitizing the investigation processes focusing on the following areas/
business cases:
1. Enhancement of Anti-Corruption Mechanisms and support the Rule of Law
2. Empower integrity and transparency principles.
3. Monitor the growth of wealth for those tasked with Graft Law (g s_rsall e sl ¢ i),
4. Accelerate investigations processes and the collection of evidences and needed Information, by
having the capability to analyze, build correlations and alerts and generate needed reports and
dashboards.

Refer to annex 5.12.A for a brief description about the investigation system (it is provided for guidance
only- the actual processes will be collected during requirement gathering phase)

Component 2: Case Management system Ll&sll 3 ) als

In this component, JIACC aims at digitizing Case Management processes in order to introduce a system to
track All the information provided or collected by JIACC regarding any corruption act in order to build a
case management system that will track the life cycle of these information (complaint(sssS%) , information
,(U4a)) and grievance(plss), protection request (s k), investor complaints (<tiue s 555)) which will
include all the process conducted by related JIACC departments which will include:

Receiving the case, investigation, determine the location, archiving, and presenting it to the board
commission to take decisions, in addition to sending and receiving the case from/ to relevant departments
electronically to guarantee no damages or losses of any case file or any documented information.
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In order to achieve the above mentioned business objectives the winning bidder is required to automate the
workflow of cases management processes and to assess , design and build the integration with JIACC portal
(existing eservices) and mobile application, in order to receive the requests for the services related to this
system (Ales alla ¢ jaiina (5 S5 o &A1 ¢ WLl « LAY!) additionally the winning bidder is required to build
the Walk in application to receive requests in JJACC headquarter (Face-to-Face)

JIACC team will provide the database structure and all required information for the integration.

e For a brief about statistical information for JIACC processes refer to the annual report in JJACC web
site www.jiacc.gov.jo taking into consideration that the number of information received is around 12-
15 thousand per year

o Refer to annex 5.12.B for a brief description about case management processes (it is provided for
guidance only- the actual processes will be collected during requirement gathering phase)

Component 3: Integrity KPIs Portal < s sall daiia

a) International Integrity KPIs (%) &l )i4e): The objective behind this module is to help in the
follow up and collection of data related to the international agreements, programs, and partnerships
related to integrity and Anti-Corruption.

b) Compliance KPIs(J&wY! ,ulas) : The objective behind this module is to help in the follow up and
collection of data related to the Compliance Frame Work, programs, and partnerships related to
integrity and Compliance.

c) International Cooperation KPIs(4dsall i\s) i)+ The objective behind this module is to help in the
follow up and collection of data related to the UNCAC Frame Work, programs, and partnerships
related to UNCAC.

Refer to annex (5.13 A, B, C) for a description about this component

The objective of this component shall be achieved by providing a portal for the related
governmental entities related to each section above in order to provide all needed data, KPIs,
attachments, evidences related to the integrity and anti-corruption. Notification may be added to
this component according to business requirement gathering results

2.1.2. Service Recipients

Service recipients:

The following recipients could use services mentioned above («tiue (s S5 5 <Al ¢ JLAY) ¢ allail) dyleal) alla)
through the walk in applications and using JIACC portal and JIACC mobile application, SANAD platform
and SANAD portal

Services Recipients (beneficiaries):

e Any person or entity ( Jordanian or non-Jordanian)

2.1.3. Legal Aspects of Delivering the Services in JIACC

The winning bidder should consider this Law and Integrity and Anti-corruption law as basic guidelines for
JIACC solution design and implementation. The following legislations (but not limited to) are listed to give
an idea about the legal framework of JIACC.
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JIACC will provide the winning bidder with all legal provisions that govern JIACC processes.
2015 45wl 15 a8 45 yiSIY) Slalall ) il
Alal) AndlSa g dal 3l o 5318
A5 2016 Al (13) o8 ) 5l aludl) AnidlSa y da) 3 (58
Al C0ld gy il
2017 Zand 18 a8, bl 3 ,5Y1 (o 5il8
2017 dind aidaei g mluall oSlas (i
2015 35l 27 a8 ) 4 5SSV il adl (58
2015 £)aall ) 5il8
2015 4ad 41 o) claldl () 5il8
2014 30l 21 a8 ¢ 5 pdiall e ol ) il
2014 i) 58
2014 431 30 a8 slaiiny) 5l
2014 ) el () 58
4aet 5 2014 Al 34 o8 ) Jaall Ay jua () 8
2013 4ol 12 a8 ) 453haei s Aapall y o) 5all ) 58
2008 diud 571 o8 ) 4ant 5 Cilmaal) ¢ 5il8
2007 4l 47 @8 ) il sleall e Jsand) Ga Glasa (58
Sbaaiy 2004 Al 33 N8 ) Andliall o 5
1998 43l 2() ad ) 4D g & jlaall o 68
2010 3l 24 a8 ) & jleall o 5ldl Cge Jana il
1997 45ud 22 &8 ) aidaei 5 IS, (58
1994 daud 6 o) 4Daed 5 Clagall o dalal) Ay puall (538
1966 4l 5 laill Jaws alai 1966 Aind 12 &8 ) 45Dant o5 kel ¢ 58
1961 43l 9 ad ) 4Dlaed 5 48 jal) ClaSlaall J gucal ) 5l
1952 45l 30 @b 453aei s ilid) ) 58
433han 5 1952 Al 28 A8 ) danlaall ol g3 (558
2020 Al ieaall oUss
2011 4ud 3 o8 Al 448 )] s
Lf'mjy'\ J}:\uﬂ\
2022 4a sSadl iy jidiall ol
2020 i i) 2a8lSa 5 Al 3l Diggd 55V apdail) aUail Jaea allas
2014 A ) Llad b o) il g (el 5 3 56:ll 5 Cpaluall dlan Gl
201235 21 a8 abuadl) AadlSal 4y el 2EEY) o Graaill () 58
200433 28 28 5 aludl) Za8lSal saniall aaY) A gl a5
1993 daud 11 @b ) 453aai 5 dpalai@l) 23l jall (58
1961 4l 16 a8 ) 433223 5 Sy giall (5318

2.2. Overall Solution Description
In the following sub-section, a high-level solution is described.

2.2.1. Strategy of provisioning the solution
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2.2.1.1. Access & Delivery Channels
The following access and delivery channels are to be considered for the services:

e The Internet —through JIACC portal, JIACC mobile application, SANAD Platform and
mobile app. Applicant may receive notification during service provision via SMS or e-mail
which requires integration with National SMS gateway for SMS notification and email
exchange.

e JIACC headquarter (walk in application) — application submission, and all needed
processes that require the user presence in JIACC. Noting that the winning bidder
responsibility is to build the walk in application and to integrate with the other delivery
channels

e E-Government Contact Center is expected to be responsible for providing service
information to public either by email or phone

2.2.2. High Level Description of System Requirements for the solution
Below is the proposed system (including all components) requirements that must be provided by the
winning bidder, noting that the winning bidder and its cost should provide any additional system
requirements needed for the proper functioning of the system should be included in the fixed lump sum
price submitted by the bidder.

System requirements Description

Registration For JIACC employees, the winning bidder is requested to recommend,
describe, design in details and implement the most secure registration
mechanism in cooperation with JIACC and Modee teams. The suggested
mechanism will be subjected to MoDEE and JIACC Approval.

For the type of users (Governmental entities- users for component 3), the
system shall allow system administrator to create user profile for each
entity.

Authentication For JIACC employees, winning bidder is obliged to recommend, describe,
design in details and implement the system user authentication mechanism
along with information security measures in order to guarantee information
confidentiality, integrity, availability and accountability (non-repudiation)
to meet the security level sufficient to guarantee service delivery and to
consider all types of users specified in the requirements gathering phase.
The utilization shall still support secure authentication method based on
business and functional requirements, best practices, and international
standard such as WS-Security standards. The module shall be presented to
JIACC and MODEE subject matter experts and concerned stakeholders for
approval before the implementation phase. Noting that windows
authentication is not accepted.

Notification The system will send notification(s) according to the status of the requests,
the supported notification delivery methods includes and not limited to:
1. E-Mail
2. SMS

Any other channel that will improve service delivery
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Inquiries Module The system should have advance search and filtration option so it will
facilitate retrieving the required data existed in the proposed solution

System integration The system should integrate with the following shared e-Government
services:

1. National SMS Gateway:

SMS will be one of the notification channels that will facilitate
interactions between JIACC and their applicants. (Ex: JIACC
would use the SMS service to notify their applicants about the
status of their transactions, the completion of their transactions,
the location of delivery and so forth). The winning bidder should
integrate the e-Service Solution with the e-Government SMS
Gateway.

2. Stakeholders:

The system should integrate with the stakeholders that involved
in the JIACC selected services delivery. The communication and
data exchange between those entities should be performed
utilizing the data warehouse (NUR) ( developed and hosted in
MODEE),

Refer to annex (5.18) : for NUR data sources and data sets noting
that data sets may include historical data

The winning bidder should take into consideration that there are 3
different Data Marts ( for Citizens, Resident and companies)

If the stakeholder will not be available on the data warehouse The
communication and data exchange should be performed utilizing
the SGN connectivity and GSB platform

The winning bidder is required to study and assess and perform
the integration through APlIs, or web forms as per the assessment
results

The bidder is required to cost 10 integrations (not specified at this
stage) as separate item in the financial proposal

And clarify the cost of one integration

The integration with each one will be through APIs (build
provider and consumer) or web forms as per assessment results

3. e-Government Service bus (GSB):

The winning bidder shall integrate the JJACC Service with GSB
through supporting web services and message communication
using XML format and SOAP messaging protocol, and / or
REST APIs More details will be provided upon awarding to
winning bidder.

Integration with stakeholders could be implemented using SOA
architecture, Micro services architecture (MSA), or hybrid
solution

E-Government Program - MODEE
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It is the winning bidder responsibility to build or update Web
Services to integrate with Stakeholders through Web Services
or APIs.

A Government Service Bus (GSB) is a pattern of middleware and
software infrastructure that enables Service Oriented Architecture
(SOA) by acting as middleware through which a set of reusable
Government Services are made widely available. It unifies and
connects services and applications within the government of
Jordan and provides a framework within which the capabilities of
business' applications are made available for reuse by other
applications throughout the organization and beyond. It also
provides a messaging framework through which government e-
services exchange information.

API1 Connect is an end-to-end solution that allows users to
create, secure, manage, socialize, monetize and analyze APls.
It provides a powerful set of capabilities from turning
backend RESTFUL or SOAP services into managed services.
This is done by publishing APIs to APl Gateways, while
enforcing lifecycle and governance controls on those APIs.
APl Connect enables users to expose APIs, through a
developer portal, targeting application developers both inside
and outside their organization. Additionally, the solution’s
analytics tooling helps API providers and API consumers had
better understand the health and consumption of deployed
APls.

Note: Integration with stakeholders has to be system-to-system
integration by implementing web services through GSB
platform. However, if there are limitations for GSB integration
for specific Stakeholder(s), integration will be done as user role
integration through screens to be accessed by stakeholder(s)

Current JIACC portal and mobile application

The winning bidder is required to integrate the developed solution
with JIACC portal (existing services) and current mobile
application as they are considered the source for receiving the
complaints, information, protection requests and grievances.

Tarasol:

The winning bidder is required to integrate the developed solution
with Tarasol correspondence system for all required integration
points determined in the requirements gathering phase

Archiving system:

The winning bidder is requested to integrate with the existing
archiving system through APIs in order to archive all

E-Government Program - MODEE
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Reporting , dashboards

Report Builder

System administration

documents/attachments related to all internal automated processes
and services covered by the RFP scope of work.

7. Integration with the proposed government ERP system:

The winning bidder/s shall provide the required APIs (provider
and consumer) to integrate the proposed solution with the
proposed government ERP system once ready for all required
integration points appeared during the analysis and
implementation phase

The system should include reporting tools both dynamic and static to
generate analytical and summary reports and dashboards and statistics

Number of reports for JIACC (60)
The system should include dashboard (10)

Refer to annex (5.15) for a brief about the required reports. In addition
to the reports mentioned in the description of case management system
annex 5.12.B

Report builder:

The bidder is required to cost the report builder and all related licenses as
separate Item in the financial offer

The system should have the ability to create dynamic report and publish the
report so it can be reused later. Main functionality that can be provided are :

- Dynamic column define (at runtime).

- Create Group Report

- Dynamic Layout

- Inherited report design

- Sub Report

- Calculation Variables

- preview reports and export them to the most document formats: PDF,
Excel, Word, PowerPoint, CSV, and all image formats (JPEG, PNG,
GIF, BMP)

- Add Chart and Images

- Connect to different Data Sources to generate a unique data model
describing the business model according to the requested reports

- Matrix Report

- Form Report

- Control access to reports using levels of access control for users and
user groups (secured reports)

- Build charts and statistical reports to generate interactive reports

- Save different versions of the same report to keep history of changes
to go back to any version

The system should contain administration module, to enable
administrators to perform all day-to-day administrative tasks at data,
automation engine, and application levels.

The winning bidder should gather all  JIACC solution related
administration requirements during business requirements gathering and
analysis phase
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Performance

Business Process
Management System

('this part must be costed as
separate item in the financial
offer )

System should allow admin to perform the following tasks but not limited
as follow:

- Manage the users for governmental entities

- Manage user profile.

- Manage Security Permissions.

- Manage authorizations and roles for different types of users
- Manage lookups

The system should allow the administrator to enter and continuously
update a list of experts in several fields (5!l 4ai®) which is needed
during the process of cases management and investigation.

The winning bidder shall propose the values of quality metrics below and
they should adhere to industry best practices which are subject to approval,
rejection or modification by MODEE in collaboration with JIACC and the
relevant entities

System reaction time: The time taken for logging into a system or being
connected to a network. [Up to 1 second intranet and up to 5 seconds
internet)].

Response time: The time the system takes to respond to specific query by
the user. [Up to 1-second — intranet, up to 4 seconds — internet].

Workload: The capacity to handle the required volume of work in a given
time frame.

This system should contain the following main modules:
1. Business process automation engine:

This engine should be capable to capture, model, implement and
manage different business process activities through the use of
graphical process designer. In order to achieve that, it should support
the following:

e Integration with other systems (Enterprise application integration)
and Business to business integration through the e-Government
Government Service Bus, this means that the automation engine
should be built and designed to support Service oriented
architecture and XML messaging over SOAP protocol to integrate
with the GSB. This is essential in order to transfer the application
between the different department within JJACC and across other
external entities.

o Develop processes using Web Service Business Process Execution
Language 2.0 standard (WS-BPEL) to support cross-platform
execution of complete business processes

e Process designer: This shall allow analysts and process designers to
model, design, build, and test business process flow through using
any proper tool.

e Business rules engine: This should enable dynamic insertion of
business rules to control the process flow according to defined
business logic and decisions making (automated and manual). This
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Monitoring

Role based security

Information Security

Supported web browser

System features

Language

User interface and Help

Audit, Logging and Data
Versioning

Printing and Scanning

APIs
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should also support dynamic modification of these rules to comply
with changing nature of business process and user needs after
deployment of the system.

Stepping engine: this module should control the flow of the business
process and enable managing and defining the interaction points with the
relevant entities according to business rules captured on Business rules
engine.

The system should include performance monitoring for all transactions.

The system should support role based authentication, authorization and
access control list. Role based security should be applied at all system
functionalities.

Security of system and exchanged transaction information should be
guaranteed at all system layers Based on ISO 27001, 1SO 27002, WS-
Security standards including infrastructure, application, web services and
integration points, and access channels. This also includes using detective
and preventive controls for all security threats and approval by MODEE in
cooperation with JIACC and related stakeholders.

In the cases where any parts of the user interface solution were developed
web forms, those forms should support latest versions of the top 5
browsers. According to the W3C standards.

The system should support the following features: Availability,
Scalability, Usability, Maintainability, Reliability and flexibility for future
improvements.

The system should be bilingual (Arabic & English)

The system provide a user friendly interface along with on-line help (in
both languages) for user guidance while applying for different services
transactions through messages or wizard .

System should Keep track of who login and in what time and what action
he did. All these results should be store in separate database. The tracking
system should help getting such information:

- Timestamp of creation/modification

- User last changed and date last changed

- Changed record and last operation (Create, Update, and
insert).

- Before and after value for each column that has changed.

- Keep Track of what user retrieve or view (Select)

- Ability to print a report of tracking results

Auditing and data versioning features should be configurable based on
administrator selection to specify which system resources needs to audit
and track changes.

System should provide the ability to print/ scan document

The winning bidder is required to generate APIs for JIACC services ( for
the case management system) under scope of this RFP. The winning
bidder is required to make them available through SANAD Mobile

E-Government Program - MODEE



Digital Transformation Project for Integrity & Anti-corruption Commission

Application as e-Services API Enabled. More over those APIs could be
used for mobile application/ chatbot (SANAD JO) / integration with any

external system.

2.2.3. Definition of Required IT Systems and Architecture

The following table shows high-level description of the system components.

System

Description

Principal Service Provider ( JJACC) applications

(front end system
and database)

For Integrity KPIs

Portal <ul_nd sall dailia

Back-end system

Integration layer

New JIACC back
end system
Databases

The frontend system (separate from backend)
should provide the ability for users to access the
system.

It should handle multiple modules that will serve
and help the applicant such as but not limited:

- Notification process

- Request Status Tracking
- Dashboard

- Report generation

- Others

The winning bidder must build this application
needed for JIACC services and processes fulfilling
all the requirements and components mentioned in
this RFP. The system will be hosted on GPC

The winning bidder is expected to build the
application to host all the forms needed by JIACC
services and process. In addition, the application
should fulfill all the requirements stated in section 2
and 3

The backend system shall connect to the frontend
system via web service.(middle Integration layer)

The integration web service will receive the
applicant service request and forward it to the
JIACC Backend System.

The winning bidder should build the new
database/databases and migrating all related data
from any existing databases ( if any)

Database should store all transactions and build
historical records with time stamping

Section 3: SCOPE OF THE PROJECT

Important notes:

Remarks

The winning bidder
should design, develop,
deploy, and test the
frontend system and
database

The back-end system to
be analyzed, designed,
implemented and
deployed and tested by the
winning bidder.

The winning bidder must
build all needed
integrations

The back-end system
databases to be analyzed,
designed, implemented
and deployed and tested
by the winning bidder.
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There are certain activities to be performed and deliverables to be provided by the winning bidder
during execution of the Project. More detailed information on each of them is given in the next
paragraphs. The bidder shall provide such services, deliverables, in addition to support, maintenance
and warranty, including any requirements or activities needed for the proper functioning of the system
beside those outlined in the following listing and the cost of these requirements or activities should be
included in the fixed lump sum price submitted by the bidder. Note that bidders should detail in their
proposals all recommended mechanisms and methodologies through which its services and deliverables
will be accomplished. All the final documentation deliverables of the project are required to be prepared
in Arabic. Nevertheless, very technical documents such as DB design, architecture design, etc. can be
accepted in English language.

Final deliverables submitted by the winning bidder should be attached to an original official letters
properly bounded, stamped and signed by the winning bidder as shall be defined and approved by
MODEE in cooperation with JIACC.

The winning bidder should assure that the proposed solution architecture, design and implementation
include the use of GSB in system integration and information exchange.

The winning bidder shall develop the required solution using any technology and provide all the
required licenses for the proper functioning of all system components

All development activities must be conducted on site (at JIACC) premises.

The duration time for implementing this project is (180) calendar days in addition to the (24) months
maintenance and support time from the preliminary acceptance of the developed solution by MODEE
in cooperation with JIACC. Taking into consideration that all testing activities is part of the project
duration

e The winning bidder is required to document (SOP, workflow, service card , customer journey),
using ARIS platform according to MODD filter, please refer to annex (5.17) for ARIS
convention manual that describes which models, object, and attributes to be used, any other
documentation not covered in the manual should be uploaded to the ARIS repository.

e Note: MODEE will provide the winning bidder with the needed user (designer) account.

Component 1 —-System Delivery

Winning bidder activities

In order to complete the project in proper manner; the winning bidder is required to perform the activities
mentioned below, noting that any additional related activities needed for the proper fulfillment of the
project should be provided by the winning bidder and its cost should be included in the fixed lump sum
price submitted by the bidder.

O

Perform requirements gathering and analysis for JIACC processes/services related to the
scope of work, and suggest any enhancement on the workflow of the services/processes that
facilitate the digitization of JIACC systems taking into consideration all related laws, rules
and regulations.

Documentation of all enhanced processes/ services related to the scope of work on ARIS
platform using MODEE filter.
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o Study, analyze and documented of customer experience in providing the required services and
processes describing all channels and touch points for each type of recipient proposed to
deliver and provide the services.

o Document service card of all related service on ARIS platform using MODEE filter.

o Provide detailed requirements specifications document for the new solution showing all
integrations. (SRS template shall be approved by MODEE and JIACC before starting
documentation)

Conduct sprint review sessions with MODEE and JIACC team.

Study, analyze, and design the proposed solution architecture, this needs to be aligned with
all components and products mentioned in the RFP scope of work and aligned with the e-
Government Architecture Framework including but not limited to the use of shared
components and services like the SMS Gateway, e-Government Contact Center, Government
Service Bus (GSB)..etc. .And provide MODEE/ JIACC with the solution architecture,
MODEE has the right to study, update and approve it.

build the Walk in application to receive requests in JIACC headquarter (Face-to-Face)
Design, develop, implement, deploy (install, test, launch) the proposed solution

Develop/ provide all professional activities and services needed to deliver the integration
between the existing systems and new system

Perform the integration between JIACC system and Archiving system

The system should integrate with the stakeholders that involved in the JIACC selected services
delivery. The communication and data exchange between those entities should be performed
utilizing the data warehouse (NUR) ( developed and hosted in MODEE), Refer to annex (5.18)
for NUR data sources and data sets noting that data sets may include historical data . The
winning bidder should take into consideration that there are 3 different Data Marts (for
Citizens, Resident and companies).

o If the stakeholder will not be available on the data warehouse The communication and data
exchange should be performed utilizing the SGN connectivity and GSB platform; The
winning bidder is required to study and assess, build, consume and perform the integration
through APIs, or web forms as per the assessment results

o Perform data migration for all Cases information (Luxill <l sla<) available in JIACC, taking
into consideration that the winning bidder should provide the new data structure for JJACC in
order to perform any cleansing activities from their side required for the data

o Develop scanning functionality/feature on the walk-in application to enable JIACC users to
scan documents and upload it to the system, the application will be integrated to the JIACC
archiving system.

o The winning bidder is requested to integrate the developed solution with the proposed
government ERP system for all required integration points appeared during the analysis and
implementation phase

o Build restful APIs to expose the services in the scope of work over GSB to be consumed by
any other channel or application (i.e SANAD). Those APIs should be developed according to
MODEE standards.

o Develop all needed web services and APIs as provider and /or consumer, needed for the proper
functioning of the system.

The built APIs should comply with MoDEE and Sanad requirements.
Build the new services within this scope using the restful APIs which published on GSB.
Provide very well documentation for the built APIs.
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Provide full use case scenarios for the built APIs.
Make full cycle test of the APIs published over GSB and deliver its Postman collection.

Develop the services in the scope (for case management system) on Sanad Platform (Portal
and Mobile Application) based on Sanad theme and according to Sanad architecture.

o Working closely with MODEE — Datacenter teams to deploy the built APIs over GSB and test
it.

o Install, configure needed technology and tools and deploy the solution on the
development/staging/production environment on the GPC.

o Integrate the developed solution with the e-government shared services and relevant internal
systems and stakeholders following the e-GAF standards and guidelines

Provide mechanism and algorithm for data encryption to encrypt all data in JIACC database

Develop and conduct the User Acceptance Test (UAT) in collaboration of MODEE in
cooperation with JIACC and Stakeholders’ teams.

o Secure approvals of MODEE in cooperation with JIACC for all deliverables required from
the winning bidder.

Financial proposal requirements:

The bidder is required to provide the following information in the financial proposal in relation to the
System Delivery

o Listall costs associated with system delivery component as described in annex (5.4),
The bidder is required to cost the report builder and all related licenses as separate Item in the
financial offer

o The bidder is required to cost the Business Process Management System and all related licenses
as separate Item in the financial offer

o The bidder is required to cost 10 integrations (_not specified at this stage) as separate item in the
financial proposal and clarify the cost of one integration

Deliverables

The winning bidder is required to provide all the deliverables mentioned below in Arabic except for
technical documents, in addition to the complete associated models in the governmental portal, noting that
any other related deliverables needed for the proper delivery of the project should be also provided by the
winning bidder and associated cost should be included in the fixed lump sum price submitted by the bidder:

SOP for the processes after enhancement.
Detailed solution architecture

Cleared, Searchable, and approved from all parties SRS Document for each
service/ module/component

Sprint reviews feedback and sign off.

Detailed functional, non-functional design, and technical specifications of the
delivery system

Detailed integration documents
Solution source code
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o The database model (as a diagram, document...)

o A document explaining application setup and basic troubleshooting
o Tested and deployed APIs

o Design document for the built APIs

+ System Documentation

o System technical documentation (covering use cases and use case diagrams,
detailed requirements, architecture, data model, algorithms, protocols,
functionality of modules, quality-related documentation and artifacts, etc.)

o System manuals (covering software and hardware installation and
configuration, maintenance, backup, recovery, optimization etc.)

o End-user manuals (including and not limited to FAQ, “How do I”” questions;
in English and Arabic).

Component 2 — Required e-Service Infrastructure

Winning bidder activities

The winning bidder is required to perform the activities mentioned below regarding solution Infrastructure:

1. Must provide the solution hosted on the Government Private Cloud (GPC) and fully integrated with
Nutanix AHV.

2. Must provide the solution design architecture that includes the required virtual machines (VMs),
databases (DBs), or any other related services (GPC and infrastructure services are listed in the
below table*).

3. Must describe each component’s functionality and role in the architecture, knowing that GPC
provides 3-tiers architecture for management and security purposes (Web, App, and Data).

4. Must provide the required sizing (computing specifications) that will be utilized for VMs and DBs.

5. Provide the backup policy

* GPC provides the bidders with different services as in the below table.

Government Private Cloud (GPC) Services

1 Virtual Machines
Option 1 = Windows Server 2019\2022 Enterprise Edition (Licensed)
Option 2 Any other OS is the bidder responsibility to provide, install, configure, and license it.
Any required licenses must be included in the financial proposal as optional item.
2  Containers Management
Option 1 = Utilizing VMs to host the containers.
3 | Databases
- The bidder must provide and specify the database technology and Any
required licenses must be included in the financial proposal
- Install, configure ,design, tune ,operate and maintain the all databases related
with the projects
4 Other services provided by GPC
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Citrix Load Balancer (LB), the bidder must propose the needed throughput
Citrix web application Firewall (WAF)
Micro segmentation
Obiject storage
Backup as a Service; the bidder must provide the required backup policy
Warm DR on infrastructure level; the bidder must provide business continuity plan
for all proposed solution components
antivirus
SSL certificate
Government Email services
SMS Gateway integration
Document Archiving as service
- the winning bidder must provide indexing and cabinet design and storage
sizing
- number of archiving users
- number of read only users
- the winning bidder must integrate with DMS through API

SRR N

e =
= O © o

Financial proposal requirements

The bidder is required to provide list of all costs associated with the required infrastructure components,
services, and licenses in the financial proposal.

Deliverables
The winning bidder is required to provide the below deliverables:

Comprehensive logical infrastructure architecture

Computing resources required to host the solution

All solution components and services required along with its description
All required licenses

Backup policy

agkrwbdPE

Component 3 — Information Security

Winning bidder activities

The winning bidder must provide a secure by design systems and sub-systems considering but not
limited to below points to ensure confidentiality integrity and availability of the provided systems

o Develop a detailed backup policy and related procedures encompassing handling the proposed
solution and security controls. i.e. backup policy and procedures, auditing policy, etc., and in
compliance with ISO 27001 standard. The policy and procedures should consider the operational
environment of JIACC.

e Appropriately assess, implement, test and deploy information security controls and measures to
secure the System considering the following:

o Controls to enforce separation of duties depending on Need-to-Know and Need-to-Do.

o Controls to ensure input validation, data processing and output integrity and
confidentiality.
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o Controls to ensure secure data at rest, in use and in transit, including encryption and hashing
algorithms and encryption keys management.

o Controls to ensure secure messaging according to the WS-Security Standard.

o Controls to secure transactions and messaging among all stakeholders and solution
components.

o Controls to ensure user privacy, including but not limited to, cookies management, users
log file and behavior.

o Controls to ensure secure exception and error management that is both user-friendly and
not revealing sensitive and structure data.

Design and build secure connections and communication channels to ensure:
o Secure connections between clients and the System.
o Secure connections between the System and back-end systems (if any).
o Internet access should use encrypted communication channels.
Design and build secure user identification and authentication approach with MFA.

Ensure that Portlets are protected against web application threats, such as dangerous URL and
attacks such as cross-site scripting, Session Hijacking. The solution should ensure that it is not
vulnerable to common vulnerabilities and latest OWASP Top 10 vulnerabilities.

Develop map of rules document for all systems/services

Ensure that the final solution include comprehensive audit and log management and reporting tools
for all transactions, especially security logs, based on need-to-know and need-to-do basis and
having the following criteria:

o Audit and logging, comply with ISO 27001
o Audit record should contain the:

- When: time of event, time of log,

- Where: application/web service identifier, Window/form/page e.g. entry point URL
and HTTP method for a web application, code location.

- Who: source address and user ID.

- What: type, severity and description of the event, object.

o Sensitive data is to be excluded from logs; sensitive data is private information that must
be safeguarded against unauthorized access for example a combination of national ID and
birthday, password, health information, financial ..

Build security controls in the proposed service/application against Level 1 and applicable Level 2
controls of OWASP Application Security Verification Standard latest version

Build security controls in the proposed Mobile application if it included against Level 1 and
applicable Level 2 controls of OWASP Mobile Application Security Verification Standard latest
version.

Ensure that all the servers (web , application and database) are Configure using the security best
practices

Agree on both “Information Security Policy/ Dit.ly/3tcXctl” and L sl 6iS5 2 )l ge aladinl dubu
<ile sl=all” mentioned in Annex (20)
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e The winning bidder should Fill and Sign the Security Assessment Questionnaire in Annex (21) and
submit it to MoDEE upon request.

NOTE: MODEE/ JIACC reserves the right to perform their own vulnerability assessment and/or
penetration test on the solution and provide the vulnerability reports to the winning bidder to apply
appropriate recommendations to ensure system security. Another security test should be conducted
to ensure recommendations are reflected

Financial proposal requirements

The bidder is required to provide list of all costs associated with the information security of the System in
the financial proposal.

Deliverables
The winning bidder is required to provide the deliverables mentioned below:

o Detailed security policy and related procedures encompassing handling the proposed solution and
security controls. i.e. backup policy and procedures, auditing policy, etc., Risk assessment and
mitigation document.

e Third party security test result
e Map of rules documents

e Security Test Results clarifying the elimination of the System from dangerous URL and attacks
such as cross-site scripting, Session hijacking. In addition, it is not vulnerable to latest OWASP
Top 10 vulnerabilities.

e Audit and log management and reporting tools for all transactions, especially security logs based
on need-to-know and need-to-do basis.

e Verification check list against all the applied controls of the required OWASP Application Security
Verification Standard V4.0 (2019).

o Verification check list against all the applied controls of the required MASVS v1.2

o all servers configure based on security best practices

Component 4 — Change Management, Knowledge Transfer, Training & Customer
Journey/Experience

Winning bidder activities

In order to provide Change Management, Knowledge Transfer, Training and customer journey
requirements, the winning bidder is required to perform the activities mentioned below, noting that any
other related Change Management, Knowledge, Transfer, and training needed for the proper qualification
of stakeholders personnel should be provided by the winning bidder and its cost should be included in the
fixed lump sum price submitted by the bidder:
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e It is important to emphasis that the design of standard customer Journey/experience
would be of great help to the MODEE and JIACC, who may be in the process of
developing new e-Government services to ensure consistency among e-Government
services and provide a focus for customer experience, please refer to Annex (5.10) for more
information about the customer journey/experience.

e The winning bidder is required to prepare, present and execute plan of change management
knowledge transfer and training for identified stakeholders among different users’ types
and levels technical team and top management awareness. It should ensure that all types of
users and administrators are prepared to operate Services and to take over future
enhancements or support of the developed applications (especially in technical area),.
Knowledge transfer should be arranged at various phases of the Project

e Prepare and execute change management, knowledge transfer and awareness plan. Change
management and awareness sessions should be conducted; in two levels; technical team
and top management awareness

e taking into consideration the different training audience :

End user training , TOT (10)

End user training (90)

Training on report builder (6)

System Administrators (15)

Development training based on selected technology (10)
Using workflow engine to build internal processes (5)

O O O O O O

e Provide training handout material, materials should include related links and videos.(soft
and hard copies for all attendees)

e Training venue will be in JIACC premises
e max no. of attendees per session is 20

e State the Compliance to the customer Journey/experience requirements mentioned in
Annex (5.10)

Financial proposal requirements

The bidder is required to provide the following information in the financial proposal in relation to the
Knowledge Transfer, and Training:

o List all costs associated with Change Management and Customer Journey activities.
o List all costs associated with training and Knowledge Transfer.
Deliverables
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The winning bidder is required to provide the deliverables mentioned below, and any other related
deliverables needed for the proper Change Management, Knowledge Transfer, and training and its cost
should be included in the fixed lump sum price submitted by the bidder:

Change management, Knowledge transfer and training plan

Awareness, Knowledge transfer, and training sessions schedule and curricula.

Executed Knowledge Transfer awareness sessions and training sessions for all relevant solution
users and stakeholders.

Training material (hard copy and soft copy) (including Administrator training, Technical training,
Stakeholders training, End-user training).

Customer journey Compliance sheet

Component 5 — Operations Support and Maintenance

Winning Bidder Activities

In order to execute “Operations Management” component of this project, the winning bidder is
required to perform the activities mentioned below for 24 months for all solution components after
running the solution and obtaining the preliminary acceptance. Noting that any additional related
activities needed for the proper functioning of the system should be provided by the winning bidder
and its cost should be included in the fixed lump sum price submitted by the winning bidder:

Assign a contact person / account manager to be responsible during the support and maintenance
period of this contract.

Provide support and maintenance services on 24x7 basis for the implemented solution by a team
which possesses the proper knowledge and proven experience of the proposed solution.

Ensure the availability of educated resources to provide on-site support when needed

Provide detailed implementation plan for any pre-planned maintenance operation that may affect
JIACC services availability, functionality or stability, with necessity to provide roll-back plan
before commencing with maintenance operation

Issue a service report after each and every site visit registering the reported incident, its root cause
and the followed procedures for issue(s) successful resolution including the taken and/or suggested
recommendations and measures that shall prevent such incidents / issues from reoccurring in the
future.

Comply with the service level requirements defined by JIACC and as shown in Annex (5.8) of this
document.

Assign a hot line number to be used for reporting incidents

Use ticketing system that records all reported incidents and that can be accessed by JIACC and
generated various incident reports
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e Applying the latest fixes, patches and required upgrades (major and minor) to for the implemented
solution during the support and maintenance period (if required) while ensuring system’s integrity,
reliability, conformity and normal operation for all system features including the content

Financial proposal requirements

The bidder is required to provide the following information in the financial proposal in relation to the
“Operations support and maintenance” component:

o List all costs associated with the Operations support and maintenance component
Deliverables

o Service reports for all reported and resolved incidents signed by a representative from JIACC

o Listofall fix’s, patch and upgrades implemented during the support and maintenance period

o Fixed and resolved outcomes of heath check (if required).

Component 6 — Quality Management

Winning bidder activities

In order to provide Quality Management, the winning bidder is required to perform the activities mentioned
below, the winning bidder should provide noting that any additional related activities needed for the proper
functioning of the system and its cost should be included in the fixed lump sum price submitted by the
bidder:

e Perform testing, as it will be an integral part of the software development, where the whole
development team will be conducting the testing on the developed features and functionalities and
check behaviour of the outcomes according to the expectations and requirements of JIACC and
MoDEE team.

e Prepare a detailed Quality plan scope that should include all project phases, deliverables, and
artefacts of any type relevant to the project nature of (any applicable service channels; like: Portals,
websites, e-Services software, integrations, documentation, and etc.)

e Provide all Quality deliverables, which ensure that all related activities are done successfully. This
includes but not limited to Test Plans, Test Case Scenarios including acceptance test scenarios,
Testing results/reports, Testing Summary report, Defects (Bugs) report and other required/proposed
artefacts.

e Prepare the testing/staging environment to be identical to production environment taking into
consideration that testing environment is fully integrated with all web services and forms.

e Assign a dedicated Quality team to ensure quality of project deliverables or software through the
related set of (Verification and Validation) activities.

e The winning bidder Assigned Quality team shall be responsible for performing all testing activities
according to plans and procedures defined within the quality plan, and as per the requirements
stipulated within this document.
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Perform all needed activities in the User Acceptance Testing that should be done in cooperation
with MODEE and JIACC, all bugs and defects should be solved in order to get the approval on e-
Services launching before each phase.

NOTE: MODEE reserves the right to perform their own functional and non-functional test
including security, performance, quality and customer journey test on the solution (two
rounds test) and provide the reports to the winning bidder to apply bug fixing and
recommendations to ensure system functionalities this will be done in each phase.

Financial proposal requirements

The bidder is required to provide the following information in the financial proposal in relation to

Quality Management in the financial proposal:

List all costs associated with Quality Management activities

In case an additional round of testing is needed after the official two rounds are done, then the
winning bidder will cover the cost.

Following are the estimated cost for each testing type for each service:

# Item Description Addition round per service
(JD)
1. Quality re-Test 620
2. Customer Journey re-Test 440
3. Performance re-Test 620
4, Security re-Test 730

Deliverables

The winning bidder is required to provide the deliverables mentioned below, noting that any other related
deliverables needed for the proper functioning of the system should be provided by the winning bidder and
its cost should be included in the fixed lump sum price submitted by the bidder. Quality management
documentation that will cover the different knowledge areas, including but not limited to:

Performed UAT sessions and final UAT report aligned with JIACC approval (UAT certificate).
Quality Management plan (Quality and UAT Plan documents).

Testing reports (Quality, Customer journey compliance, security, and performance).

UAT Test Cases Scenarios documents.

Test Data aligned with Test cases.

Test Results documents and reports.

Quality metrics and KPI’s documentation.
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Component 7 — Project Management

Winning bidder activities

The Ministry of Digital Economy and Entrepreneurship is following the PMI standards for managing
projects and as per the PMI best practices.

In order to provide project management services, the winning bidder is required to perform the project
management processes in addition to the activities mentioned below, noting that any other related activities
and processes needed for the proper functioning of the project implementation should be provided by the
winning bidder and its cost should be included in the fixed lump sum price submitted by the bidder:

e Appoint a designated Project Manager (full-time for the contract duration) to oversee the project
execution together with project teams to execute all designated tasks and activities

e Develop a Project Plan, including project objectives and success criteria, deliverables,
role/responsibilities, communication protocols, document control methodology, cost management,
schedule management, quality management plan and any needed project plan.

e Develop and maintain the overall project schedule, and review and verify the integration of the
project team’s activities & deliverables

o Develop project implementation strategy based on the needs and priorities of the business owner

that will ensure stakeholders buy-in and creates the needed impact at the different stages of the
project

e Develop a project plan that will determine and ensure the attainment of all project objectives
through the proper prioritization and dependency consideration of different project activities.

e Work with JIACC and its stakeholders to come up with solid rational for phased approach of the
project implementation plan

e Ensure close cooperation with JIACC Project team as well as the service provider and dependencies
representatives

e Schedule and conduct on-site weekly progress meetings involving the project team. Meeting
Minutes will be recorded and distributed, including an outstanding action Item Log, detailing the
status of key decisions, responsibility and required timing.

e Conduct Weekly progress meetings with MODEE in cooperation with JIACC team.

e Conduct periodic progress (steering committee) meetings with MODEE and all stakeholders’
representatives at least once a month. Provide and maintain a full and comprehensive plan that
covers all project management knowledge areas (i.e., time, scope, quality, HR, communication,
risk, etc.)

e Develop project organization structure to underline all possible resources needed from engaged
parties including their roles and responsibilities as well as their involvement at different stages of
the Project

o Establish and execute a process for reporting project progress including deadlines; delays, issues
and critical paths to ensuring deliverables are met within resource constraints

o Establish and execute a process for project risks and issues management and mitigation

e Implement submission, key performance indicators and acceptance procedures for approving
project deliverables

o Close the project and document lessons learnt.
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Note: MODEE will be providing the winning bidder with a project management kit that is
mandatory to comply with.

Financial proposal requirements

The bidder is required to provide the following information in the financial proposal in relation to the
Project Planning and Management:

o List all costs associated with the Project Management.

Deliverables
The winning bidder is required to provide the deliverables mentioned below, noting that any other related

deliverables needed for the proper functioning of the project implementation should be provided by the
winning bidder and its cost should be included in the fixed lump sum price submitted by the bidder:

e Project kick-off presentation (in English or Arabic)
o A project milestone schedule during the project preparation phase

e Project management documentation that will cover the different knowledge areas, listed below but
not limited to:

o Project Charter

o Project management plan

o Stakeholder management plan including project organization structure and roles and
responsibilities

Communications management plan

Quality management plan ( as Described in Quality Management Component)

Risk management plan

Scheduled project status and progress reports, addressing Reasons behind any deviation
from Project baseline plan.

o Deliverables traceability matrix

O O O O

e Issues and risk logs

e Actionlog

o Weekly and monthly status and progress reports

e Project closing presentation (in English or Arabic)

e Project conclusion document outlining work completed, lessons learned and recommendations for
“next steps”

Section 4: ADMINSTRATIVE PROCEDURES & REQUIREMENTS

4.1. Response Procedures
All inquiries with respect to this RFP are to be addressed to the MODEE in writing by mail, e-mail or fax
with the subject “DIGITAL TRANSFORMATION PROJECT FOR INTEGRITY AND ANTI-
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CORRUPTION COMMISSION ". Inquiries can only be addressed to [eGov_tenders@modee.gov.jo] by
5/2/2023. Responses will be sent in writing no later than 12/2/2023. Questions and answers will be shared
with all Bidders’ primary contacts.

4.2. Response Format

Bidders responding to this RFP shall demonstrate up-to-date capabilities and experience in providing
similar services and similar engagements. The bidder must perform these services and engagements during
the last 7 years as the following, One project at least must be related to digital transformation

Important Note:

1) Bidders must detail the description about Scope, size and year and time duration for each
project according to the below template

Project Name

Start date

End date

Project size and

number of services

Project components

(In details)

Client contact

number and email

IMPORTANT: the bidder must provide an accomplishment letter or evidence detailing

project start date and end date and project components from the client for each project

Bidders shall demonstrate the following specific capabilities:

o |IT experience in software and other IT related areas specified in this RFP.
e Experience in Information Security

e General knowledge in Jordanian governmental laws and by-laws.

o Experience in project planning and management.

o Experience in providing post implementation support and maintenance

e Experience in quality assurance and quality control

o Experience in change management Practice.
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Note: Where some skills are not available, the bidder should joint venture or sub-contract with a reputable
local/international firms to cover for this specific skill, services or equipment provided that all partners
to a joint venture will be jointly and severally responsible towards MODEE In case of subcontracting, the
subcontractor has to be approved by MODEE and the contractor will be liable for all works performed by
the sub-contractor.

Bidders’ written response to the RFP must include:

Part I-A: Technical Proposal
Technical proposal: The technical proposal should include

a. Description and references to similar projects performed in the last 7 years (one
project at least).

b. Compliance Sheet: the compliance sheet must include the statement of
compliance for all activities, requirements, and deliverables as per the compliance
sheet described in Annex (5.19)

c. Ifabidderisajointventure, partners need to be specified with the rationale behind
the partnership. And sign the joint venture agreement

Part I-B: Financial Proposal

The bidder is required to cost additional 8 years (maintenance, support and licenses renewal) after the
2 years support and classify per year, noting that this cost will be included in the financial evaluation
of the bid

The awarding will be on the amount of the total cost of the bid included in (e ¥y Lads) which
includes the cost of the solution and the 2 year maintenance and support within the scope of this RFP

The bidder is required to commit to the cost/prices included in the financial offer for the additional 8
years, noting that MODEE has the right to extend the maintenance period with the winning bidder or
to issue a new support and licenses tender

The financial proposal should include a cost summary and a detailed cost analysis section. The cost
summary must provide a fixed lump sum price in Jordan Dinars for the overall scope of work and
deliverables including all fees, taxes including sales tax. The supporting detailed cost analysis should
provide a breakdown and details of the pricing should be provided. The day rates and expenses for any
consultants should be included separately along with the time for which they will be required. The bidder
will provide separately all professional fees and expenses (travel, project equipment, accommodation and
subsistence, etc) for the duration of the project. The pricing should show the proposed linkage between
deliverables and payments. Financial proposal should include the Form of Bid (4<ilidl sa,) and
summary of remuneration_(<l¥) <Y 4aM3) attached in the Arabic Sample Agreement under (ale
(3 A 5 2 &, 48E) duly filled; signed and stamped by the bidder. The Financial proposal should be
submitted in separation of the technical proposal. In order for the evaluation to progress quickly and
effectively, bidders are requested to provide their proposal as per the format described in Annex 5.4.

E-Government Program - MODEE



Digital Transformation Project for Integrity & Anti-corruption Commission

(S Aalad) Ay il daald A i) il 13 Y (Yo 16) Ay cilaasall Ao dalad) Ay pudal) o s Jadis o) (A G AN Jo -
piiall jrad) o Luall) 02 e Ty ((Mall o al) pa (3 JLalia) Al o ) LS G 9a) Y (0) Apedy ilaaal)

L@ e
(5 dalad) Ay paall Jaldi A8 Al jpaw aiag A8 A0 38 e adlal) ) o cilasad) Jo dalad) Ay ) muda g ate Ja B -
Y016 Ay Cilazaal)

Part I1: Bid Security

This part includes the original Bid Guarantee.

4.3. Response Submission

Bidders must submit proposals to this RFP to MoDEE no later than 12:00 PM on 20/2/2023 (Jordan Local Time).
Ministry of Digital Economy and Entrepreneurship
Tender No: 6eGovt2023

Tendering Department — 3rd floor

Ministry of Digital Economy and Entrepreneurship
8th circle

P.O. Box 9903

Amman 11191 Jordan

Tel: 00 962 6 5805642

Fax: 00 962 6 5861059

Proposals should be submitted as 2 separate parts each part in a separate well-sealed and wrapped
envelope clearly marked, respectively, as follows:

- Part | “DIGITAL TRANSFORMATION PROJECT FOR INTERGRITY and ANTI-
CORRUPTION COMMISSION - Technical and Financial Proposals”. This part (envelop)
should contain 1 hard copy and 1 softcopy (CD) [in Microsoft Office 2010 or Office 2010
compatible formats].

- Note: the technical and financial proposal will open in the same session.

- Part Il “DIGITAL TRANSFORMATION PROJECT FOR INTERGRITY and ANTI-
CORRUPTION COMMISSION - Bid Bond" This part (envelope) should contain 1 hard copy.

- Note: Late submissions will not be accepted nor considered and in case of discrepancy between
the original hard copy and other hard copies and/or the soft copy of the proposal, the hard copy
marked as original will prevail and will be considered the official copy. Proposals may be
withdrawn or modified and resubmitted in writing any time before the submission date.

Regardless of method of delivery, the proposals must be received by the MODEE no later than 12:00 PM
on 20/2/2023 (Amman Local Time). MODEE will not be responsible for premature opening of proposals
not clearly labeled.
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4.4. Response Evaluation
1. Elimination criteria:

e All participating companies will be subject to security check (¢l @2) including partners
and their resources, noting that any rejected company from JIACC as a result of the
conducted security check will be eliminated without providing any explanation or
clarification

2. Evaluation criteria:

The overall proposal will be evaluated both technically and financially, and will be evaluated and
awarded according to the clause number 29 of the Government Procurement instructions of 2022 based
on a compliance sheet (please refer to annex 5.19) that should be submitted through the technical bidder
proposal.

MoDEE reserves the right not to select any offer. MoDEE also assumes no responsibility for costs of
bidders in preparing their submissions.

NOTE: Technical and Financial proposals will opened at the same time for all bidders.

4.5. Financial Terms

Bidders should take into consideration the following general financial terms when preparing and submitting
their proposals:

1. All prices should be quoted in Jordanian Dinars inclusive of all expenses,
governmental fees and taxes, including sales tax

2. The type of contract will be a fixed lump sum price contract including costs of all
software or/and hardware, licensees, documentation, maintenance, support,
knowledge transfer, training, warranty, and professional fees, profits and over
heads and all other expenses incurred

3. A clear breakdown (table format) of the price should be provided including price
for consulting time, other expenses, etc.

4. The bidder shall bear all costs associated with the preparation and submission of its
proposal and MODEE will in no case be responsible or liable for these costs,
regardless of the conduct or outcome of the proposal process.

5. The bidders shall furnish detailed information listing all commissions and gratuities,
if any, paid or to be paid to agents relating to this proposal and to contract execution
if the bidder is awarded the contract. The information to be provided shall list the
name and address of any agents, the amount and currency paid and the purpose of
the commission or gratuity.

6. The Bidder shall submit a (Tender Bond) proposal security on a form similar to

the attached format in Jordanian Dinars for a flat sum of (5000 JD) in a separate
sealed envelope. The bond will be in the form of bank guarantee from a reputable
registered bank, located in Jordan, selected by the bidder. The bidder shall ensure
that the (tender bond) proposal security shall remain valid for a period of 90 days
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after the bid closing date or 30 days beyond any extension subsequently requested
by the tendering committee, and agreed to by the bidder.

7. Any proposal not accompanied by an acceptable proposal security (tender bond)
shall be rejected by the tendering committee as being non-responsive pursuant to
RFP.

8. The proposal security of a joint venture can be in the name of all members
participating in the joint venture submitting the proposal or in the name of one or
more members in the joint venture.

9. The proposal security of the unsuccessful bidders will be returned not later than 30
days after the expiration of the proposal validity period.

10. The winning bidder is required to submit a performance bond of 10% of the total
value of the contract within 14 days as of the date of award notification letter.

11. The proposal security of the winning bidder will be returned when the bidder has
signed the contract and has furnished the required performance security.

12. The proposal security may, in the sole discretion of the tendering committee, be
forfeited:

= |f the bidder withdraws its proposal during the period of proposal validity as set out in the
RFP; or

= |In the case of winning bidder, if the bidder fails within the specified time limit to sign the
contract; or sign the joint venture agreement in front of a notary public in Amman, Jordan; or
furnish the required performance security as set out in the contract.

13. The winning bidder has to pay the fees of the RFP advertisement issued in the
newspapers.

14. MODEE is not bound to accept the lowest bid and will reserve the right to reject
any bids without the obligation to give any explanation.

15. Bidders must take into consideration that payments will be as specified in the tender
documents and will be distributed upon the winning submission and acceptance of
the scope of work and of the deliverables and milestones of the scope of work
defined for the project by the first party.

16. MODEE takes no responsibility for the costs of preparing any bids and will not
reimburse any Bidder for the cost of preparing its bid whether winning or otherwise.

4.6. Legal Terms

Bidders should take into consideration the following general legal terms when preparing and submitting
their proposals:

1. If the Bidder decides to form a joint venture, Each partner in the joint venture shall
be a business organization duly organized, existing and registered and in good
standing under the laws of its country of domicile. The Bidder must furnish
evidence of its structure as a joint venture including, without limitation, information
with respect to:
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= the legal relationship among the joint venture members that shall include joint and several
liability to execute the contract; and

= the role and responsibility of each joint venture member

2. The Bidder must nominate a managing member (leader) for any joint venture which
managing member will be authorized to act and receive instructions on behalf of all
the joint venture members

3. All bidders should duly sign the joint venture agreement attached to this RFP under
Annex 5.5 by authorized representatives of the joint venture partners without being
certified by a notary public and to be enclosed in the technical proposal in addition
to authorization for signature on behalf of each member. Only the winning bidder
partners in a joint venture should duly sign the joint venture agreement attached to
this RFP under Annex 5.5 by authorized signatories and this agreement is to be
certified by a Notary Public in Jordan

4. The bidders shall not submit alternative proposal. Alternative proposals will be
returned unopened or unread. If the bidder submits more than one proposal and it is
not obvious, on the sealed envelope(s), which is the alternative proposal, in lieu of
returning the alternative proposal, the entire submission will be returned to the
bidder and the bidder will be disqualified.

5. The proposal shall be signed by the bidder or a person or persons duly authorized
to bind the bidder to the contract. The latter authorization shall be indicated by duly-
legalized power of attorney. All of the pages of the proposal, except un-amended
printed literature, shall be initialed by the person or persons signing the proposal.

6. Any interlineations, erasures or overwriting shall only be valid if they are initialed
by the signatory (ies) to the proposal.

7. The bid shall contain an acknowledgement of receipt of all Addenda to the RFP, the
numbers of which must be filled in on the Form of Bid attached to the Arabic
Sample Agreement

8. MODEE requires that all parties to the contracting process observe the highest
standard of ethics during the procurement and execution process. The Purchase
Committee will reject a proposal for award if it determines that the Bidder has
engaged in corrupt or fraudulent practices in competing for the contract in question.

Corrupt Practice means the offering, giving, receiving or soliciting of anything of value to influence the
action of a public official in the procurement process or in contract execution>

Fraudulent Practice means a misrepresentation of facts in order to influence a procurement process or the
execution of a contract to the detriment of MODEE, and includes collusive practice among Bidders (prior
to or after proposal submission) designed to establish proposal prices at artificial non-competitive levels
and to deprive JIACC of the benefits of free and open competition.
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10.

11.

12.

13.

14.

15.

16.

17.

18.

No bidder shall contact MODEE, its employees or the Purchase Committee or the
technical committee members on any matter relating to its proposal to the time the
contract is awarded. Any effort by a bidder to influence MODEE, its employees,
the Purchase Committee or the technical committee members in the tendering
committee’s proposal evaluation, proposal comparison, or contract award decision
will result in rejection of the bidder’s proposal and forfeiture of the proposal
security

The remuneration of the Winning Bidder stated in the Decision of Award of the bid
shall constitute the Winning Bidder sole remuneration in connection with this
Project and/or the Services, and the Winning Bidder shall not accept for their own
benefit any trade commission, discount, or similar payment in connection with
activities pursuant to this Contract or to the Services or in the discharge of their
obligations under the Contract, and the Winning Bidder shall use their best efforts
to ensure that the Personnel, any Sub-contractors, and agents of either of them
similarly shall not receive any such additional remuneration.

A business registration certificate should be provided with the proposal

If the bidder is a joint venture, then the partners need to be identified with the
rationale behind the partnership. Corporate capability statement should also be
provided for all partners.

The laws and regulations of The Hashemite Kingdom of Jordan shall apply to
awarded contracts.
The Bidder accepts to comply with all provisions, whether explicitly stated in this

RFP or otherwise, stipulated in the Governmental Procurement By-Law No8 of
2022 and its Instructions, and any other provisions stated in the Standard
Contracting sample Arabic Contract Agreement annexed to this RFP including
general and special conditions, issued pursuant to said Governmental
Procurement By-Law No8 of 2022 and its Instructions

MODEE takes no responsibility for the costs of preparing any bids and will not
reimburse any bidder for the cost of preparing its bid whether winning or otherwise.

Bidders must review the Sample Arabic Contract Agreement provided with this
RFP and that will be the Contract to be signed with the winning bidder. Provisions
in this Sample Arabic Contract Agreement are not subject to any changes; except
as may be amended by JIACC before tender submission; such amendments are to
be issued as an addenda.

Proposals shall remain valid for period of (90) days from the closing date for the
receipt of proposals as established by the Purchase committee.

The Purchase Committee may solicit the bidders’ consent to an extension of the
proposal validity period. The request and responses thereto shall be made in writing
or by fax. If a bidder agrees to prolong the period of validity, the proposal security
shall also be suitably extended. A bidder may refuse the request without forfeiting
its proposal security; however, in its discretion, the Purchase Committee may cease
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19.

20.

21.

22.

23.

24,

25.

26.

217.

28.

further review and consideration of such bidder’s proposal. A bidder granting the
request will not be required nor permitted to modify its proposal, except as provided
in this RFP.

MODEE reserves the right to accept, annul or cancel the bidding process and reject
all proposals at any time without any liability to the bidders or any other party
and/withdraw this tender without providing reasons for such action and with no
legal or financial implications to MODEE.

MODEE reserves the right to disregard any bid which is not submitted in writing
by the closing date of the tender. An electronic version of the technical proposal
will only be accepted if a written version has also been submitted by the closing
date.

MODEE reserves the right to disregard any bid which does not contain the required
number of proposal copies as specified in this RFP. In case of discrepancies between
the original hardcopy, the other copies and/or the softcopy of the proposals, the
original hardcopy will prevail and will be considered the official copy.

JIACC reserves the right to enforce penalties on the winning bidder in case of any
delay in delivery defined in accordance with the terms set in the sample Arabic
contract. The value of such penalties will be determined in the Sample Arabic
contract for each day of unjustifiable delay.

Bidders may not object to the technical or financial evaluation criteria set forth for
this tender.

The winning bidder will be expected to provide a single point of contact to which
all issues can be escalated. JIACC will provide a similar point of contact.

JIACC is entitled to meet (in person or via telephone) each member of the
consulting team prior to any work, taking place. Where project staff is not felt to be
suitable, either before starting or during the execution of the contract, JIACC
reserves the right to request an alternative staff at no extra cost to JIACC.

Each bidder will be responsible for providing his own equipment, office space,
secretarial and other resources, insurance, medical provisions, visas and travel
arrangements. JJACC will take no responsibility for any non-Government of Jordan
resources either within Jordan or during travel to/from Jordan.

Any source code, licenses, documentation, hardware, and software procured or
developed under ‘DIGITAL TRANSFORMATION PROJECT FOR
INTEGRITY and ANTI-CORRUPTION COMMISSION? is the property of
JIACC upon conclusion of ‘The Project’. Written consent of JIACC must be
obtained before sharing any part of this information as reference or otherwise.

Bidders are responsible for the accuracy of information submitted in their proposals.
MODEE reserves the right to request original copies of any documents submitted
for review and authentication prior to awarding the tender.
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29.

30.

31.

32.

33.

34.

35.

36.

37.

The bidder may modify or withdraw its proposal after submission, provided that
written notice of the modification or withdrawal is received by the tendering
committee prior to the deadline prescribed for proposal submission. Withdrawal of
a proposal after the deadline prescribed for proposal submission or during proposal
validity as set in the tender documents will result in the bidder’s forfeiture of all of
its proposal security (bid bond).

A bidder wishing to withdraw its proposal shall notify the Purchase Committee in
writing prior to the deadline prescribed for proposal submission. A withdrawal
notice may also sent by fax, but it must be followed by a signed confirmation copy,
postmarked no later than the deadline for submission of proposals.

The notice of withdrawal shall be addressed to the Purchase Committee at the
address in RFP, and bear the contract name “DIGITAL TRANSFORMATION
PROJECT FOR INTEGRITY and ANTI-CORRUPTION COMISSION?” and
the words “Withdrawal Notice”.

Proposal withdrawal notices received after the proposal submission deadline will
be ignored, and the submitted proposal will be deemed to be a validly submitted
proposal.

No proposal may be withdrawn in the interval between the proposal submission
deadline and the expiration of the proposal validity period. Withdrawal of a
proposal during this interval may result in forfeiture of the bidder’s proposal
security.

The Bidder accepts to comply with all provisions, that are explicitly stated in this
RFP and any other provisions stated in the Standard Sample Arabic Contract
Agreement attached hereto and Tendering Instruction and attached hereto.

The winning bidder shall perform the Services and carry out their obligations with
all due diligence, efficiency, and economy, in accordance with the highest generally
accepted professional techniques and practices, and shall observe sound
management practices, and employ appropriate advanced technology and safe
methods. The Winning Bidder shall always act, in respect of any matter relating to
this Contract or to the Services, as faithful advisers to JIACC, and shall at all times
support and safeguard JIACC’s legitimate interests in any dealings with Sub-
contractors or third parties.

If there is any inconsistency between the provisions set forth in the Sample Arabic
Contract Agreement attached hereto or this RFP and the proposal of Bidder; the
Sample Arabic Contract Agreement and /or the RFP shall prevail

JIACC reserves the right to furnish all materials presented by the winning bidder
at any stage of the project, such as reports, analyses or any other materials, in whole
or part, to any person. This shall include publishing such materials in the press, for
the purposes of informing, promotion, advertisement and/or influencing any third
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party. JIACC shall have a perpetual, irrevocable, non-transferable, paid-up right
and license to use and copy such materials mentioned above and prepare derivative
works based on them.

38. Bidders (whether in joint venture or alone) are not allowed to submit more than one
proposal for this RFP. If a partner in a joint venture participate in more than one
proposal; such proposals shall not be considered and will be rejected for being none-
responsive to this RFP.

39. Amendments or reservations on any of the Tender Documents: Bidders are not
allowed to amend or make any reservations on any of the Tender Documents or the
Arabic Sample contract agreement attached hereto. In case any bidder does not
abide by this statement, his proposal will be rejected for being none-responsive to
this RFP. If during the implementation of this project; it is found that the winning
bidder has included in his proposal any amendments, reservations on any of the
tender documents or the Contract; then such amendments or reservations shall not
be considered and the items in the tender documents and the Contact shall prevail
and shall be executed without additional cost to JJACC and the winning bidder shall
not be entitled to claim for any additional expenses or take any other legal
procedures.

40. Nothing contained herein shall be construed as establishing a relation of principal
and agent as between JIACC and the Winning Bidder. The Winning Bidder has
complete charge of Personnel and Sub-contractors, if any, performing the Services
and shall be fully responsible for the Services performed by them or on their behalf
hereunder.

41. The Winning Bidder, their Sub-contractors, and the Personnel of either of them shall
not, either during the term or after the expiration of the Contract, disclose any
proprietary or confidential information relating to the Project, the Services, the
Contract, or JIACC’s business or operations without the prior written consent of
JIACC. The Winning Bidder shall sign a Non-Disclosure Agreement with JIACC
as per the standard form adopted by JIACC. A confidentiality undertaking is
included in annex 5.6.

42. Sample Arabic Contract Agreement Approval:

Bidders must review the Sample Arabic Contract Agreement version provided with the
RFP, which shall be binding and shall be signed with winning bidder.

Bidders must fill out, stamp and duly sign the Form of Bid (<aiuial) o2 £ 73 9ad) attached
to the Arabic Sample Agreement under (2) aé, 3ale  and enclose it in their financial

proposals.

Bidders must fill out the summary payment schedule form sub annex 3 (3 a8, salall)
which is part of the Arabic Sample Contract version provided with the RFP, sign and
stamp it, and enclose it with the Financial Proposal.
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Bidders must also fill out and duly sign the Financial Proposal Response Formats under
Annex 5.4 of this RFP and enclose it in the financial proposals.

Proposals that do not include these signed forms are subject to rejection as being none
responsive.

e PROHIBITION OF CONFLICTING ACTIVITIES

Neither the Winning Bidder nor their Sub-contractors nor their personnel shall engage, either directly
or indirectly, in any of the following activities:

O

@)

During the term of the Contract, any business or professional activities in Jordan or abroad
which would conflict with the activities assigned to them under this bid; or
After the termination of this Project, such other activities as may be specified in the Contract.

e INTELLECTUAL PROPERTY RIGHTS PROVISIONS

O

Intellectual Property for the purpose of this provision shall mean all copyright and neighboring
rights, all rights in relation to inventions (including patent rights), plant varieties, registered
and unregistered trademarks (including service marks), registered designs, Confidential
Information (including trade secrets and know how) and circuit layouts, and all other rights
resulting from intellectual activity in the industrial, scientific, literary or artistic fields.

Contract Material for the purpose of this provision shall mean all material (includes documents,
equipment, software, goods, information and data stored by any means):

a) Brought into existence for the purpose of performing the Services;

b) incorporated in, supplied or required to be supplied along with the Material referred to
in paragraph (2); or

c) Copied or derived from Material referred to in paragraphs (a) or (b);

Intellectual Property in all Contract Material vests or will vest in JIJACC. This shall not affect
the ownership of Intellectual Property in any material owned by the Winning Bidder, or a Sub-
contractor, existing at the effective date of the Contract. However, the Winning Bidder grants
to JIACC, or shall procure from a Sub-contractor, on behalf of JIACC, a permanent,
irrevocable, royalty-free, worldwide, non-exclusive license (including a right of sub-license)
to use, reproduce, adapt and exploit such material as specified in the Contract and all relevant
documents.

If requested by JIACC to do so, the Winning Bidder shall bring into existence, sign, execute or
otherwise deal with any document that may be necessary or desirable to give effect to these
provisions.

The Winning Bidder shall at all times indemnify and hold harmless JIACC, its officers,
employees and agents from and against any loss (including legal costs and expenses on a
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solicitor/own client basis) or liability incurred from any claim, suit, demand, action or
proceeding by any person in respect of any infringement of Intellectual Property by the
Winning Bidder, its officers, employees, agents or Sub-contractors in connection with the
performance of the Services or the use by JIACC of the Contract Material. This indemnity shall
survive the expiration or termination of the Contract.

The Winning Bidder not to benefit from commissions discounts, etc. The remuneration of the
Winning Bidder stated in the Decision of Award of the bid shall constitute the Winning Bidder
sole remuneration in connection with this Project and/or the Services, and the Winning Bidder
shall not accept for their own benefit any trade commission, discount, or similar payment in
connection with activities pursuant to this Contract or to the Services or in the discharge of
their obligations under the Contract, and the Winning Bidder shall use their best efforts to
ensure that the Personnel, any Sub-contractors, and agents of either of them similarly shall not
receive any such additional remuneration.

THIRD PARTY INDEMNITY

Unless specified to the contrary in the Contract, the Winning Bidder will indemnify JIACC, including
its officers, employees and agents against a loss or liability that has been reasonably incurred by JIACC
as the result of a claim made by a third party:

@)

Where that loss or liability was caused or contributed to by an unlawful, negligent or willfully
wrong act or omission by the Winning Bidder, its Personnel, or sub-contractors; or

o Where and to the extent that loss or liability relates to personal injury, death or property
damage.
LIABILITY

The liability of either party for breach of the Contract or for any other statutory cause of
action arising out of the operation of the Contract will be determined under the relevant law
in Hashemite Kingdom of Jordan as at present in force. This liability will survive the
termination or expiry of the Contract. Winning bidder’s total liability relating to contract shall
in no event exceed the fees Winning bidder receives hereunder, such limitation shall not
apply in the following cases (in addition to the case of willful breach of the contract):

= gross negligence or willful misconduct on the part of the Consultants or on the part
of any person or firm acting on behalf of the Consultants in carrying out the
Services,

= anindemnity in respect of third party claims for damage to third parties caused by
the Consultants or any person or firm acting on behalf of the Consultants in
carrying out the Services,

= infringement of Intellectual Property Rights
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4.7. Conflict of Interest

1. The Winning bidder warrants that to the best of its knowledge after making diligent
inquiry, at the date of signing the Contract no conflict of interest exists or is likely
to arise in the performance of its obligations under the Contract by itself or by its
employees and that based upon reasonable inquiry it has no reason to believe that
any sub-contractor has such a conflict.

2. If during the course of the Contract a conflict or risk of conflict of interest arises,
the Winning bidder undertakes to notify in writing JJACC immediately that conflict
or risk of conflict becomes known.

3. The Winning bidder shall not, and shall use their best endeavors to ensure that any
employee, agent or sub-contractor shall not, during the course of the Contract,
engage in any activity or obtain any interest likely to conflict with, or restrict the
fair and independent performance of obligations under the Contract and shall
immediately disclose to JIACC such activity or interest.

4. If the Winning bidder fails to notify JIJACC or is unable or unwilling to resolve or
deal with the conflict as required, JIACC may terminate this Contract in accordance
with the provisions of termination set forth in the Contract.

4.8. Secrecy & Security

The Winning bidder shall comply and shall ensure that any sub-contractor complies, as far as compliance
is required, with the secrecy and security requirements of JIACC, or notified by JIACC to the Winning
bidder from time to time.

4.9. Document Property

All plans, drawings, specifications, designs, reports, and other documents and software submitted by the
Winning bidder in accordance with the Contract shall become and remain the property of JIACC, and the
Winning bidder shall, not later than upon termination or expiration of the Contract, deliver all such
documents and software to JIACC, together with a detailed inventory thereof. Restrictions about the future
use of these documents, if any, shall be specified in the Special Conditions of the Contract.

4.10. Removal and/or Replacement of Personnel

1. Except as JIACC and MODEE may otherwise agree, no changes shall be made in
the key Personnel. If, for any reason beyond the reasonable control of the Winning
bidder, it becomes necessary to replace any of the key Personnel, the Winning
bidder shall provide as a replacement a person of equivalent or better qualifications
and upon JIACC and MODEE approval.

2. If JIACC and MODEE finds that any of the Personnel have (i) committed serious
misconduct or have been charged with having committed a criminal action, or (ii)
have reasonable cause to be dissatisfied with the performance of any of the
Personnel, then the Winning bidder shall, at JIACC and MODEE’s written request
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specifying the grounds thereof, provide as a replacement a person with
qualifications and experience acceptable to JIACC and MODEE.

4.11. Other Project-Related Terms
JIACC reserves the right to conduct a technical audit on the project either by JIACC resources or by third

party.
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Section 5: ANNEXES

5.1. List of Acronyms

TERM DESCRIPTION

ADC
CcC
CMS
JIACC
eGAF
GoJ

KPI
MODEE
PM(O)
RFP
SENS
SGN
SMS
SOA

Access and Delivery Channel

Contact Center

Content Management System

Jordan Integrity and Anti-corruption commission
e-Government Architecture Framework
Government of Jordan

Information Technology

Key Performance Indicator

Ministry of Digital Economy and Entrepreneurship
Program Management (Office)

Request For Proposal

Secure Enterprise Nervous System

Secure Government Network

Short Message Service

Service Oriented Architecture

5.2. National e-Government Contact Centre Required Information

The offered e-service solution should provide contact center agents users with enough privileges and access to
Information for them to perform their required role.

In addition to the above the winning bidder is required to deliver the following for contact center use:

Documentation and training on the following:

O O O O O O O

Obijectives and benefits of the E-Service (before /after description)
Benefits of the E-Service

Target population

Provide support for the E-Service application — How to use it

Provide information about the status — When will the end user see the result

Provide technical support in case of problems
Or execute the whole transaction on behalf of the customer?

E-Service frequently asked questions

@)
@)

Technical
Business (informational)

E-Government Program - MODEE



45

Digital Transformation Project for Integrity & Anti-corruption Commission

Furthermore, a number of categories of queries / contact reasons and contact drivers are anticipated:

How to use
Payment

Complaints

Fulfillment (the paper work)
Status information
Technical support

Difference between e-Service and physical, traditional service

The winning bidder is required to review the above contact reasons and add to them if necessary. In addition to contact
reasons types definition, the winning bidder to provide all related information to the anticipated questions. (Answer
to the questions illustrated in the matrix below)

Question & Answer Matrix - lllustrative

Moment:
Category:

Difference between E-
Service and traditional
service

How to use

Status information

Payment

Fulfillment

Technical support

Complaints

Pre-use

“What are the benefits,
compared to going to the
relevant government
entities?”

“How long will it take to
complete the process? |
use dial-up Internet access
and do not want to spend a
fortune of phone costs”
“What kind of information
do I need to have in order
to complete the process?”

“I do not trust your online
payment; can | make the
payment separately?”

“If I submit the request
tomorrow, when will |
receive the output?”

“What are the minimum
systems requirements?”
“I cannot access the
application, is the website
down?”

“I do not have Internet
access and cannot use the

During use

“I have completed this
process now, should I not go
somewhere to pick up the
paperwork?”’

“I have filled in this
information on that screen,
what do I do next?”

“I have completed the E-
Service process, when will |
receive confirmation that it
went OK?”

“I think my browser’s pop-up
blocker is interfering with the
application, is that correct?”
“The application crashed
while I was entering my
information, is everything
lost?”

“I am having problems
completing the transaction

Post use

“I used to receive
notification via letter, is the
e-mail | just received
replacing the letter?”

“I received confirmation
last week that the process
was completed. Can you
see where my request is?”
“Can you please confirm
that you received my
payment?”

“It has been 2 weeks since
I was supposed to receive
my paperwork. Why
haven’t I received it
already?”

“I have completed the
transaction but did not
receive the paperwork and

E-Government Program - MODEE




46

Digital Transformation Project for Integrity & Anti-corruption Commission

E-Service, this is and the person trying to help was charged for it, this is
discrimination” me was very rude” scandalous”

The winning bidder should make the following information ready to the contact center team to learn about:

o

O O O O O O

The Service

The issues related to the current processes

The changes and improvements made with the E-Service

The processes surrounding the E-Service

The remaining issues that people have to deal with around the E-Service

The impact on the Civil Servants population

identify the as-is situation in the relevant government entities, as well as the expected changes due
to the introduction of E-Service

Activities that the contact center could / need to “piggyback” in order to complete the whole process.
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5.4. Financial Proposal Response Format

Please indicate the overall estimated cost of your proposed solution.

Cost should be broken down as per the schedules below as well as the detailed scope of work presented in section
3 of this document.

The price quotation should be all-inclusive fixed lump sum price and provided in Jordanian Dinars (JD). All prices
are inclusive of all fees, finance rate and taxes. All prices are for site delivery.

Project Total Cost (Lump Sum Contract Amount) for the total compensation for the whole WORK
contemplated under this proposal: [ JD]

The bidder is required to finance lump sum cost of the project according to Annex 5.4

o The bidder is required to cost the report builder and all related licenses as separate Item in
the financial offer

o The bidder is required to cost the Business Process Management System and all related
licenses as separate Item in the financial offer

o The bidder is required to cost 10 integrations (_not specified at this stage) as separate item in
the financial proposal and clarify the cost of one integration

Services Amount

System delivery component

Required Licensees

Infrastructure component

Information Security

Change Management, Knowledge Transfer, Training and Customer
Journey/Experience

Operations Support, Maintenance and Warranty

Quality Management

Project Management

Total

Total Amount in Words: (Only Jordanian
Dinars)

E-Government Program - MODEE



48

Digital Transformation Project for Integrity & Anti-corruption Commission

Project Detailed Cost for all components :

1. Component name :

Unit cost Numper of
Units
(man day
Component name Resource (man Total Cost Comments
cost) per
days) per
resource
— | resource
[ List all activities Skill 1
associated with
Requirements Gathering,
/Assessment and Digital
Transformation Roadmap]
Skill 2
Skill N
Skill 1
Skill 2
Skill N
Skill 1
Skill 2
Skill N
TOTAL
Total Amount in Words: (Only Jordanian
Dinars)
Component name :
Unit cost
Component name Resource (man day Numb_er o Total Cost Comments
cost) per Units
resource (man
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days) per
resource

[ List all activities Skill 1
associated with Business
Process Re-Engineering
(Re-design the business
processes “TO BE”) and e-
Services System Delivery]

Skill 2

Skill N

Skill 1

Skill 2

Skill N

Skill 1

Skill 2

Skill N
TOTAL
Total Amount in Words: (Only Jordanian
Dinars)
3. Required Licenses

License
Metrics (i.e. by WO Vears
Software Name of number of No Unit . y Total (Including
. . . . Total maintenance (24/7) .
Supplier Software clients, Licenses price maintenance)
and upgrade
processor power
or other
[TOTAL
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(i) Use several lines in the table if the license complexity warrants

Jordanian

Total Amount in Words: (Only
Dinars)

ETC...
4. Other Costs (if any)

Note (1): The Itemized Financial Proposal will be examined prior Contract Award in order to ascertain
that the items are correctly calculated. The itemized prices are for reference only and the lump sum price
shall constitute all costs ...etc. incurred by the bidder for the execution of the project. Should any
arithmetical error be found, it will be corrected and the Proposal Value will be amended accordingly.

MODEE encourages all bidders to study carefully their prices and to submit their final and lowest prices.

Note (2): The bidder shall also take into account that all the rates quoted in his Price Proposal shall be fixed
throughout the Contract duration and that no adjustment to such rates shall be accepted by MODEE,
except when otherwise provided for in the Contract.

5.5. Joint Venture Agreement Template

Standard Form of Joint-venture Agreement

JOINT-VENTURE AGREEMENT AD 1,3‘51.\’3\
It is agreed on this day............. o) S 2008 ) ..
between:- I gl poal) 138 (B (F) o
..................... Represented by Mr. ...
..................... Represented by Mr. ......ccccovvvviveieen, ) Lellays
..................... Represented by MI. .......cccovvvvievieenne ) Liay g
Sl Lgliay g

1- To form a Joint Venture to execute the works specified
in the Contract of the Central Tender No. (/)
......................................................... which was signed
or to be signed with the Employer.

2- All parties of the Joint Venture shall be obliged to
perform all works agreed upon with the employer
which are specified in the tender contract, and they
are jointly and severally responsible for all works

) aby plaal) Mo Ul A5 agdu Lagd ) JuSd3 e -]
dya(émji?),ul\ = @laiall ()
Jeal) calia g a
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related to tender no. ( /) and the contract
pertaining thereto. Should one party fails or delays to
perform its obligations either partially or totally, it
shall be the responsibility of all other parties jointly
and severally without reservation to execute all
obligations set under the contract with the Employer
to the same standards specified by the contract .

3- The parties to the Joint Venture nominate

............................................. as leader of the Joint
Venture. Any correspondence between the Employer
and the parties to the Joint Venture shall be addressed
to such leader.

The parties to the Joint Venture nominate
ME s as a representative of the
leader and he is authorized to sign on behalf of the Joint
Venture all documents and contracts related to tender
no.( / ),andto represent the Joint VVenture before
all competent courts and non official bodies in all
contractual, administrative , financial and legal issues
related to tender No. ( /) and the contract
pertaining thereto .

5- The parties to the Joint Venture have no right to

terminate this agreement or substitute the leader’s
representative until the works awarded to them by the
contract to this tender are completed and shall remain
responsible before the employer until the works are
finally taken over as per the conditions of taking over
specified in the Tender / Contract documents .

6- This agreement is written in both Languages Arabic
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and English should any discrepancy in interpretation
arise the Arabic text shall be considered the authentic.

Js¥) ikl

First Party

fa Lule BiLall JUEY) gpan Jladly DN Gl jhi aen il -2
GsSyy sllal) s (B lgle (a palally Jarll calia

0ady Lad Janl) calia sad agild giaa (o8 (l8lS0 g (pialiaia
B9 gl Balig (/) A plaally Allatal) JLEY) ABS
Jalial) byl giasal) Slad) op DY Gkl aal AL i (alas A
Csla gl / g Cpmaina il LY 4 2 50 LIS o Lo aLATI 4
ala a ad gall dally Sasaal) cilal 3N aran Sladly Badad ¢ g3
Sl (8 Ao il JCAll Jand)

MM Loy DA il hai (s -3
Jard) Galia (s ali el pa slg o (/) aBy slaadl 310y
Al) Aagi AS JLdiall g) panil) (BSUY)

Y i Miaa venveerrien ) AN G ) (panss -4
agiadl g (3 ,6Y) ABS o LN oo Al o gl "MLa gia g
pStaall alal LN Jfialg (/) by plaally Aaldld)
Labal) ) ga¥) A8 B Lai )l & g pan ) i) gall g dgidiall
dallg (/) ady sUaally ddlaial) dilialll g Adlall g 4y laY)
LA paldd)

90 gk Lah G e Ad iy (g o LN iKY Gy Y -5

agale Aol Jd¥) plgi) day V) SN (i y Jian Jpas
alia olad agild giaua (5855 slanll gy Galid) dial) can gay
L gy quan Lilgs bl Ji) anleds caa ) 4ild Jaal)
slaal) / SBal) (3l g B Basaal) aNEAN)

@) £ o Adla B 4 alad¥) g Ay pad) il ABUSY) o8 & a -6

4all) & Badinall had) dad yliad W gl cpa (sf aeudli & CEDUA)

O ohall A la g o ol
Callil) ( yhall
Al Gkl
Second Party Third Party
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&5l J giall padddl g
RRE

Signature of the
Authorized Personnel

Ainal) Al
Seal
Notary Public Certification Jand) (LS Gl

5.6. Confidentiality Undertaken

Confidentiality Undertaking

This Undertaking is made on [DATE] by [NAME] “[Consultant]” to the benefit of JIACC, “[Principal]” [Entity
Address].

WHEREAS, JIACC possesses certain financial, technical, administrative and other valuable Information
(referred to hereinafter as Confidential Information)

WHEREAS, [Consultant], while performing certain tasks required by the Principal in connection with the
................... (The Project), did access such Confidential Information,

WHEREAS, the Principal considers the Confidential Information to be confidential and proprietary.
Confidential Information:

As used in this Agreement, the term “Confidential Information” means all information, transmitted by Principal or
any of its subsidiaries, affiliates, agents, representatives, offices and their respective personnel, consultants and
winning bidders, that is disclosed to the Winning bidder or coming to his knowledge in the course of evaluating
and/or implementing the Project and shall include all information in any form whether oral, electronic, written,
type written or printed form. Confidential Information shall mean information not generally known outside the
Principal, it does not include information that is now in or hereafter enters the public domain without a breach of
this Agreement or information or information known to Winning bidder by Third Party who did not acquire this
information from Principal”.

The Consultant hereby acknowledges and agrees that;
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(1) The Confidential Information will be retained in the
Principal’s premises and will not be moved without the
express written consent of the Principal. All
Confidential Information shall be and remain the
property of the Principal, and such Confidential
Information and any copies thereof, as well as any
summaries thereof, shall be promptly returned to the
Principal upon written request and/or destroyed at the
Principal's option without retaining any copies. The
Winning bidder shall not use the Confidential
Information for any purpose after the Project.

(2) It will use all reasonable means and effort, not less than
that used to protect its own proprietary information, to
safeguard the Confidential Information.

(3) The Winning bidder shall protect Confidential
Information from unauthorized use, publication or
disclosure.

(4) It will not, directly or indirectly, show or otherwise
disclose , publish, communicate, discuss , announce,
make available the contents of the Confidential
Information or any part thereof to any other person or
entity except as authorized in writing by the Principal.

(5) It will make no copies or reproduce the Confidential
Information, except after the Principal’s written
consent.

Remedy and damages:

The Winning bidder acknowledges that monetary damages for unauthorized disclosure may not be less than 20%
of the Project and that Principal shall be entitled, in addition to monetary damages and without waiving any other
rights or remedies, to such injunctive or equitable relief as may be deemed proper by a court of competent
jurisdiction.

Employee Access and Control of Information

It is understood that the Winning bidder might need from time to time to discuss the details of confidential
Information with other individuals employed within its own or associated companies in order to support, evaluate,
and/or advance the interests of the subject business transaction. Any such discussion will be kept to a minimum,
and the details disclosed only on a need to know basis. Prior to any such discussion, the Winning bidder shall
inform each such individual of the proprietary and confidential nature of the Confidential Information and of the
Winning bidder’s obligations under this Agreement. Each such individual shall also be informed that by accepting
such access, he thereby agrees to be bound by the provisions of this Agreement. Furthermore, by allowing any
such access, the Winning bidder agrees to be and remain jointly and severally liable for any disclosure by any such
individual that is not in accordance with this Agreement.

Miscellaneous

The obligations and rights of the Parties shall be binding on and inure to the benefit of their respective heirs,
successors, assigns, and affiliates. This Agreement may be amended or modified only by a subsequent agreement
in writing signed by both parties. Winning bidder may not transfer or assign the Agreement or part thereof. No
provision of this Agreement shall be deemed to have been waived by any act or acquiescence on the part of the
Principal, its agents or employees, nor shall any waiver of any provision of this Agreement constitute a waiver of
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any other provision(s) or of the same provision on another occasion. This Agreement shall be construed and
enforced according to Jordanian Law. The Winning bidder hereby agrees to the jurisdiction of the Courts of
Amman, Jordan and to the jurisdiction of any courts where the Principal deems it appropriate or necessary to
enforce its rights under this Agreement.

Term of Agreement

The obligations of the parties under this Agreement shall continue and survive the completion of the Project and
shall remain binding even if any or all of the parties abandon their efforts to undertake or continue the Project.

IN WITNESS WHEREOF, the Winning bidder hereto has executed this Agreement on the date first written above.
Consultant:

By:

Authorized Officer
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5.7. Key RFPs Dates & Deadlines

ITEM

DATE
(DD/MM/YY)

Date of RFP distribution

29/1-19/2/2023

Deadline for submission of bidders” questions to RFP 5/2/2023
Expected date for answers to bidders’ questions 12/2/2023
Proposal deadline 20/2/2023
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5.8. Support Procedures & Policies
Support Reguirements:

The bidder is required to provide the following:

1. Provide communication channels to enable JIACC to report incidents that should be tracked and
monitored till final resolution by the winning bidder, and keeping JIACC informed about the
status for these incidents

2. Define Escalation Procedure including the levels of escalation and name and contact details for
contact person.

3. Adhere to response and resolution times as per Response and Restoration Matrix shown in table
below

Severity Levels:

»  Severity One (Urgent)

A severity one (1) issue is a catastrophic production problem which may severely impact the Required
Service\Solution Availability, In such case, part or all Required Service\Solution production components are down
or not functioning; loss of production data and no procedural work around exists.

Examples of Severity one cases: DB becoming corrupted or inaccessible.
» Severity Two

A severity two (2) issue is a problem where the Required Service\Solution is functioning but in a severely reduced
capacity. The situation is causing significant impact to portions of business operations and productivity of Required
Service\Solution. The system is exposed to potential loss or interruption of service.

Example of Severity two cases: one node of cluster becomes down or unavailable, inability to update DB by entities
representatives or solution administrators, or inability to synchronize data between DB nodes.

» Severity Three (Medium)

A severity three (3) issue is a medium-to-low impact problem which involves partial non-critical functionality loss
one which impairs some operations but allows the Required Service\Solution users/administrators to continue to
function. This may be a minor issue with limited loss or no loss of functionality or impact to the client's operation
and issues in which there is an easy circumvention or avoidance by the end user.

» Severity Four (Low)

Important problem but it can wait no loss of functionality or impact to the client's operation and issues in which
there is an easy circumvention or avoidance by the end user.
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Table 1: Response, Resolution, times for different severity levels

Severity Response Time Resolution Time
1 1 hour 4 hours.
2 3 hours 24 hours
3 4 hours 72 hours
4 8 hours One Week
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* Support is required to be 24x7 basis Where:

Response Time: Time taken to acknowledge receiving of reported incident calculated from the time
sending an email explaining the incident, opening a ticket on bidder ticketing system, or conducting a
phone call with the assigned support engineer by the bidder or bidder’s first line of support.

Resolution Time: Time taken to solve the reported incident completely. Resolution Time is calculated
from the end of the defined response time for each severity level as shown in the above table.

Escalation Procedures & Penalties

The winning bidder is required to provide the support and maintenance services according to the Response and
Resolution Matrix shown in table 1 above. Penalty will be deducted according to table 2 below:

e If the winning bidder passed the Response Time: first level of escalation will be applied by notifying
bidder’s Technical Support Manager, and assigned contact person.

e If the winning bidder passed the Resolution Time without accepted reason form JIACC, then : JIACC
is entitled to fix the problem and to apply penalty on the winning bidder in accordance with the following
criteria in table 2 below and all costs incurred by JIACC for fixing the problem shall be charged to the
winning bidder and deducted from his dues or the performance or maintenance bond.

Table 2: Penalties

Severity Definition Penalty
Must be done, essential o A penalty of 170 J.D/ d_ay. shall be gpplled for egch day or_part of a
. . . day passing the resolution time. This penalty will be applied for a
1 business survival. Business ) . d . '
, . maximum duration of 3 days; after that, 3" party will be called to fix
can’t continue
the problem.
A penalty of 140 J.D/day. shall be applied for each day pass the
5 Should be done, near essential to | resolution time. This penalty will be applied for the maximum
business survival. duration of 3 days; after that, 3" party will be called to fix the
problem.
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Could be done, high benefit to

A penalty of 110 J.D/day. shall be applied for each day pass the
resolution time. This penalty will be applied for the maximum

3 busmes_s If time and resources duration of 4 days; after that, 3 party will be called to fix the
are available.
problem.
A penalty of 75 J.D/day. shall be applied for each day pass the
4 | tant oroblem but it resolution time. This penalty will be applied for the maximum
mportant problem but can wal duration of 5 days; after that, 3 party will be called to fix the

problem.

5.9. Sample Arabic Contract Agreement (Attached)

<Sample contract in Arabic attached>
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5.10. Customer Journey/Experience

It is envisaged that the design of standard customer experience ‘component’ would be of great help to the
MODEE e-Government team and any other associated government departments, who may be in the process of
developing new e-Government services to ensure consistency among e-Government services and provide a focus
for customer experience.

1. Technical Reqguirements:

Responsiveness and Cross-Platform Capability: The website must be accessible from various
platforms including desktops, laptops, tablets and mobile devices. And ensure that e-services are
responsive to 10S and Android OS browsers.

Browser Compatibility: The vendor must ensure that the website works equally well with all popular
browsers including Chrome, Firefox and Internet Explorer etc.

Mobile App: Ensure ease of use on all operating systems such as 10S, Android

Systems_Integration: The developer must ensure the website integrates with the relevant backend
systems e.g. CRM, Billing, payments gateway etc. and make sure transactions are recorded on such
systems and customer records are updated correctly.

Load Time: The vendor must ensure that the speed of the main page and associated pages always load
up within 4 seconds. The speed test must be performed using recognized applications/tools e.g.
pingdom.com or similar

2. Features:

Bi-Lingual: The website must cater for both Arabic and English versions.

Search Engine: The website must contain a search engine that can be interrogated for keywords and
multiple criteria where appropriate.

Rating and Feedback Form: The e-services must provide a function for the user to provide customer
satisfaction rating for Voice of Customer purposes and The eservices must provide a ‘Feedback form’
Liegx ¢llia yto enable the customer to provide comments, questions or report problems/complaints.And
to add National contact centre no. 06-5008080

Links to e-Government Social Media Accounts: The website must provide working links to all JPSF,
MODEE, e-Government Social Media Accounts

On-Screen Message Confirmation: For non-browsing function, each customer transaction must display
a ‘success’ or ‘failure’ message on the screen to notify the customer of the outcome of his/her transaction.
Home Page: Make sure that the Home page icon is available on all pages to help the user to navigate
easily

3. Validation, Verification
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Functional and Integration Tests: Ensure that all service functions have been fully checked and all
necessary interconnection and compatibility is done between the systems

Links Tests : Make sure all links work and load successfully

Focus Group: The vendor is expected to conduct a Net Promoter Score (NPS) survey through the use of
focus group (10-20 people from the general public) through a recognized market research agency to assess
the user-acceptability levels of the website.
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4. User Manual

Ensure that there is a user manual includes steps how to use the e-service, and the written evidence should
include practical images explaining how to use the e- service to assist the user while using the service.And
provide educational videos if available.

5. Customer information:

Userid/password : the e-service apply the Single sign on (IDM Sign in)

6. Information Architecture:

Fonts & color schemes: The website should use the fonts (type & size) and color schemes as per website
standards for government entities. This is to give a consistent ‘look & feel’ for all e-Government services.
Ownership: The website should clearly show its ownership for JIACC and that it is part of the e-
Government services through the use of Joint logos.

Information Structure: The information must be organized in such a way (links, drop-down menus etc.)
that the user must be able to access the required information within 3 clicks.

Tool Tips and error messages: Ensure that hints and error messages appear correctly and in a format
that enables the user to know what is required immediately.

Images and Banners: Ensure that high-resolution images, logos and banners are used in

any electronic service.

7. Usability-UX/UI:

Efficiency of use: Ease of using the service without any obstacles to complete the journey of the e-
service

E-service Design: the general design of the service is clear and understandable to the user, it is easy to
learn to use it and navigate it, and it is suitable for the target user

The location of basic function is expected and easy-to-reach, with sufficient explanations regarding the
service or the function.

Clarity in naming the function used in the service in proportion to its functions.

8. Email and SMS:

SMS:
o  The language of the text is linguistically correct, expressive and professional
The SMS Sender is clear
The SMS contain ns important information to follow up on the request (for example, the request
number, its status, or specific links to enter it ... etc. depending on the nature of the service).
o Ifitcontains an activation code, its validity period must be clarified and kept as needed
E-Mail:
o The language of the text is linguistically correct, expressive and professional
The SMS Sender is clear
o The SMS contains important information to follow up on the request (for example, the request
number, its status, or specific links to enter it ... etc. depending on the nature of the service).
o Ifitcontains an activation code, its validity period must be clarified and kept as needed

o

o

o A welcome statement for the recipient of the service, taking into consideration his gender (for
example: Mr.

o Text orientation is correct according to the appropriate language.

o Do not use warning colors such as red

o Do not use non-current or unclear font types,

o Use effects only when needed (for example, the Bold font).
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o *Having contact information for service recipients to use in case he has an inquiry or encounters

a problem.

:(Technical Requirements) 4! cidlaiall -1

Juall

-

P!

( Browser Compatibility ) < i) il gl s 4 gadi 1.1

"Google Chrome" a se-all i i) gedaa ali (o 8618 Jant 435 ySIY) A0aill 1.1.1
"Mozilla Firefox" aseall i iV gival zali s o 8l Jand 455 3iSIY) el 1.1.2
" Microsoft Edge" s seall i V) miuai zali j e 3eliSy Jaad 4315 5SIY) deasl) 1.1.3

SAFARI™" 4 seall i ) bl gali o e 6 lSy o 3 5 ASIY) daadll 1.1.4

( Responsiveness and Capability Cross-Platform ) sasiall cilalasdicy) o 4laiu) duald 1.2
A g I Jailes ol 8IS 3 5ha (e Ay g I Cladil) (a5 aladiind AlSa)

2 DU/ 5 g e Alaiud)
5 gasanl) alatidll Al s Laladind 5 i pa 5 JalS U3 Y 5 Jsiall 5 oLudY) Hselas GHs55 o

S 121
Ao aall 3 jea) alaal 55l e el sela
Lall) 33 e dlaiuy)
5 g2 sanll alatidl Al sy Laladind 5 i pa 5 JalS U3 5V 5 Jsiall 5 QL) Hsedas 3i55 o 122
22 o
A e g ad) 332 dlaal g lsl o lasel o
dlsall 3¢l Ao Aladay)
5 gasanl) alatidl A s Laladind 5 i pa 5 JalS U3 Y 5 Jsial) 5 oludY) Hselas GH 5T o 123

8!
Adiad) A el 5 jeal daal el e byl e

( System Integration ) 4B Jalsi gai; 1.3

Jie ol lazind Jagast] 5f addl) Jaal i 5yl A85al) 3 Halai¥) qan gm0 o g I el
AS Joa Jay Blaa ¥l 4eadl) 0530 e (2l (CRM, Billing, payments Gateway, CSPD)

LWl ol e a3 ) ) aY) 1.3.1
2(oUaf 2 giall JUia daad JS Jao (gl Guen dima dg g JalSS (81 ald iy dyaad o)
(CSPD) dwadl J) a¥) e Jalsill | 1,3.1.1
(payments Gateway) »S_sl 58 5! (25 S adall 43l 50 ae Jalsill | 1,3,1.2
(CRM) e Jals3ll | 1.3.1.3
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ailell uki jigi Jls 8 (Mobile App ) JU ciilgl) ciliuki 1.4

Android :Jaall aUss e = sia g5 A e sl ALE | 1401

(Load Time) dsaailla D) <d gl 1.5

DA (5K o)) g Lo A el laiiall e Ayl Andial) G Jasl g g claiially palall Juaall i
Jranill de o HUIAL dacadiia gal gy s il aladin) e SSU pe ¢ bl 3aS 1 55 4 L5.1

:(Features) <l jaall 5 paibadl) -2

Juall | A0

( Bi-Lingual ) 4all saxmia 2.1

Lall g i an g Gl y cailla gl g deluall Cus (e prsaa JSG A jall 421U 58 gle A0 Iy Aaxdll | 2,101

Gl 1) ball g g am 8 Glaa s Cailla Il g deluall dus e mamaa IS & sV 421G 5 8 5l 435 SSIY) Aaadl)

(sl Lalall LA (e sl e Toagie il (58 Y of s e 5l e (3L T g s By sl 230 s | 212

(Search Engine) cadl & o
S Aalal) vie saaiall Gl LAl 5 A I QLK e (sl g Gl 4y Siay A jaa o (g giad duig IV Glaadll | 2.2
K

(Rating and feedback forms) ¢seadiual) ¢l i da g axdil) 2.3

Aaxdl) aadivee (Rl s (Lage dlid ) Laadll aadiiie i) (520 el axdiieall anill Jla ja g3 40 5 y<IY) Aandl)

Al g cillaade Al (g 2.3.1

e o Aida sl o34 wa a4l 5008080-06 (558 sf <l jliiad (51 255 Jla (g (b sl Juai¥) S ja B s

Ay S sl | 232

Sy Jua) gl a8l ga cilibua aa o )
ks ol 038 ae day Iy (A5 IV e oSl gf a8l s 3all) J1 e lain ) ol il ) g8 R8T Al sl 5y 5 K 0 | 2.4
A0 5 I Ao Sl b5 e

(On-Screen Message Confirmation) 4l e  Jaall) asta) A,
Aot padioaall flitl daddl) padiie 4y o sy o) ja) JSIAELE e dese s duleall ) W) a5 Al ) a e o | 2.5
3 Eel) (o Ay sllaal Lol a5 4 A8 g3 el )

‘ (Home Page) dswwi ) dadual)
A pgns JE e Aol piions 2oL

:(Validation, Verification ) 8aill g 48:uaall-3
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el KR

(Functionalities) il gl (asd

(255 (amd i e eliy) oty Jant s oIS (S Loand i Aesal) il 5 4418 31
(URLS -Links) Ja s 0 asd 32
b lehiaat oy g Jaat dail 5 1) A8 )
(s Qs ) 5 dlima (pa ST a8 1) SLa8Y 530l )11 3 ) 3 5 CMASe (pania (4a) pddisall 4 500 Ao gara
Aeaall daal) aadiiee Ji apil (D) Calite (e il 10-5) padiusall 43 il duds Se 5 3.3

:(User Manual ) asddieal) Jalag

el KR

(User Manual) atiial) Jia

S Al ey G aag s deadd) aladinl @l gha ey 4500l eladl (s pral g aadiie Jilo b @ 4.1
Laaall dalodiind ol aadtuall saclial 45 IV deadll ladinl 48 7 Hiidilee ) g o

plaAinY) ol gl ma gy oaalal b i e

:(Information Customer) 4edl) asiica cila gl -5

gl a0

280l AalS faadicial) and Jgdall 430lSa) pand
IDM ) L sall AalS / sida gl 8 11 aladiunly A5 51V sSall Al 50 (g0 2a sall J sl 3k 4 5 iSIY) daaal) 5.1
(signin

:(Architecture Information) e shaall A< /Ausia -6

gl a0
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(Fonts & color Schemes) ¢l s g kadl

e ) Aungall 5 IV &8 sall (5 sine ae () IV 5 (8 5ill) Tadd) Aals (e 2a g A5 SIY) daadll (5 sine
5 Sl Gl elae (e Saill da Sall ilisns gall A3 5 SV a8 gall jlaa (pania A5 STV A Sal) &)
Ay IV Clana 4ST e lad)

6.1

(Ownership) 4t
A e A5 IV g8l Cladd (g 6 3 Ll 5 ¢ g Aalalll A all ASLa = gun gy yedii i 5 iSIY) daal) 6.2
leadll) 288 (5 gia o @lld A< il el el ddlaa)

(Information Structure) claduall l<a
7 ol 2aS ) 8 5 DA

(Tooltips and Error messages) il Jiu ;5 cilagalil

s stiae s Le i pea (0 et a8 by el gl L) (i, g il j5ela [ 64

(Images and Banners) JA 5 ysall

'@j)zﬁjhgsgi‘;@bCPJZ\;J;Q\AJ'J;Q}Q\JI&&,JP?\M\ 6.5

: (Usability-UX/UI) aladiad) & g -7

Sl 28
Al (LY Slisne 355 050 Raadl (ol e el 2l [
Agda gl 5l daadl) a geady TS Clain 65 aa clal) Jna sl Jg s dnd sia (ST A il 5l aa) 55 73
Naii s g ity Ly Rt (b Raiadll sl iz g |
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:(Emails & SMS) 4eail) ilia aa Jual il -8

gl a0

(SMS) &saill Jibua

Al ginl 55 ey Ranlicll Al Ay il Anma il delia o

Ainall 30 58 Aans l Agall il y i Al Ju e @ | 811

&l L) Jsaall sasaa il 55 ) cilla ) ecnllall o8 Stia) tlall Aol gl e slaall e 5 i gl @
(o)) Gl o

Aalall G Loy B3 Y 5 4%a S B30 s 5 oy i ey e gsini S Ja 3 o

(Emails) gAY &)

A yial 58 pma s nliall Ll 4y 3l damn Gaill d2Lua o

Aimall e sSall dpans Il dgall dnal s i Al Jll Jus 3o @

Gl Jsaall sanas Lol 5y o) el o) ccalhall o) Siia) calhall daial Zalgl) il sleall o (5 sy palll @
(Aeadll dapla Cos

:\Alal\g_\ml.yjah.\;mJﬁphouem}ﬁuudaﬁf)épg}h@lSdb‘_g °

iy S sl S Jaa¥) o 5 g Sl s ) gl 35 8.2

(32l D) Ain Ble ) jo pe erdl) il dps jidles @

el AR a5 als (il olas)

a8 Ay 0a )  alasid aae

daaly e ol Aglaia e dashi o) gl ladinl aae

.(Bold Laall Sia) L dalall aie V) <l 5l aladiul axe

Al aal s gl il 4 S Jla 8 Laad) il Lgaadiod Jaal gil) e sl 35

«Adaada
skl Ja A dasd JS (5 gia o and o AU julaal)

(System Integration) deks¥) JalSi s Ly )] .4

(On-Screen Message Confirmation) astall e Laalll aslill Al 2.6
(User Manual) paiwal Jia 4.1

(Information Structure) Claiall i< 6.3

(Tooltips and Error messages) Uaall Jilu ) 5 cilasalill 6.4

Compliance Table:
The vendor is expected to complete a compliance table as part of his/her bid to show the level of compliance
with the above-mentioned requirements
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5.11. Questions and Answers Template

DIGITAL TRANSFORMATION PROJECT FOR JIACC Tender No. ()

Q1

Al |-

Q2

A2 |-

Q3

5.12. Processes Brief Description
i)l pUai 5.12 A
B Jee 41

<8yl cws (Data warehouse) (o sludll o an90 22l 9l yaxid) (Digital Data) &eedy | Sloglall cdbs o2y -1
Al @ylal | oblad &l

1 LeSy e e 4l 9l yaseid! (Profile) Aoy vaded ala cLdd| oy -2

(onsinll bk Il 3) 4l o udzell Gty (oo 5lpdy Sbudd] amdlSlag Aalill Aa § caladell (ol d¥l wpums oy
oeolyd e slis (Profile) ims aid cile sLad] bl 2 ol pakd oo comdl slyaly (pulall sbaci asi
Al udzmn iy 431 g0 ol Al udma

pods Cum adeddl 13,0 of golamtll ol of U1 el o1 sLakall Slogll 03,01 51 i il gl pd )1 JUsof oy
Al § dae kg 4 (Aurofill) Tolils anai adl cloglall Jgdo Ay oo Al / paidd! Slaglas sl allaill
Y

& Aiylae Sl Jgor sludd| Amdlag Wl dia ciliby delgd § 2yl ciloglall jlas s @8l alaill 2 gd
Sl f I U] 2l an gk gaiedd! ciloll Loy Al g pladl £orall cileolof i 2yl Lad g of
Al @bl delsd § Ldadoy d 5,51 Aedy

25T J) Jmsll 6581 izl palies¥l oy (Correlations) cil3Mall sLisg ed | lilecdl sia Jelaty aUaill a9
25U 3137019 5y3Lially Geiomall Slilos § gy Layguts @l cilas, 3] cvumg sl At s g1 ilid] § el
(oo latl] Bales poyud 4Ladll Sled! e Juedd! )

O0Saz) -Slaglall Ay el Silddlate Blele o allaidl dzmayy S (0 ol ¥l Siloglas daylie Sl mie oy
(Lig A Sla31 gL e Jguanlls Lolls il ly] dies]

ALl gyl LS g ASIYT sl (olgiadl bl o3y Jho Slle delods dadiye padl Jginl dica duiSel
Sy i) Gyl J) L) AL gyling S Aniill sgie s Audeadl Bginlls

Ao adsilly 7 3geidl Aol
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By Al § 50 Ak g 3929 Jl> § plladll § (Alerts) lyadons ang LS Sl 9 polind] Silaglae JLbs 25| -8
Ay Ao S| Siluswioll Sbiled! elgd § Slile bl 98 auog i oy (Al) Flikasa¥ | (KU aluseial IS o0
(Parameters) sl cous g o bl (e Jauad gl sludll 2mdlSog 2alill Aiea Slily e lgd g3 8y9 iy e gSel|
ald (Alert) yaims Jluoyls plaidl podsg sludll AxdlSag 2alidl Ggild cpa (7/8) Balll aid (edas laus B3ume
EIPTORY

Sy (oo Fobl eall e Tslaie! (Autofill) jasaia g3gai § LlLsols (datawarehouse) § doxddly pllaill psd; -9
e IST sl Calll § Llads ey Lapey Adle Blisly iliSlog

Sleglal! (e Jgrazmtly 63S k! il ae g ASTYH! Jas )l IS o BB cslas bl conu 2 il | 08y 0y 10
(Aurofill) Lolals 7 3gaill § LILsals (Lape g (29,3 «antay il Buayl) 2!

Attached —ULLxdll sU235.12 B

5.13. International Integrity KPIs description
5.15. List of Reports
5.17. ARIS convention manual (attached)

5.18. NUR Data sources and data sets / will be provided to bidders who buy the
RFP document

5.19. Compliance Sheet

Item Comply

e Approved reference to similar projects performed in the last 7 years (one
project at least related to digital transformation). With accomplishment
letter or evidence

e Compliance to provide qualified staff as per RFP requirements to
implement and deliver the proposed solution in the required time frame and
comply that modee has the right to request replacing any resource that
cannot fulfill the job or does not meet MODEE requirements

Minimum Resources Required:: (minimum Bachelor Degree for_all

CVs):
1. Two Business analyst, minimum 5 years of relevant
experience.
2. One Solution Architect, minimum 5 years of
relevant experience.
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3. One DB engineer with DBA qualifications,
minimum 3 years of relevant experience

4. 4 Developers:

e 2 Senior Developers,
minimum 5 years of
relevant experience.

e 2 Junior Developers

5. One Project manager (PMP certified or equivalent),
minimum 5 years of relevant experience.

6. One CTFL Certified Senior Quality engineer /
specialist with minimum 5 years of relevant
experience.

7. Two Quality testers with minimum 2 years of
relevant experience

e Compliance to apply all requirements mentioned in the “High Level
Description of System Requirements for the solution” table and
“Definition of Required IT Systems and Architecture ” table

e Compliance to perform all activities\requirements mentioned in the
eservice delivery component

o Compliance to submit all deliverables mentioned in the eservice delivery
component

e Compliance to perform all activities\requirements mentioned in the
required eservice infrastructure component

e Compliance to submit all deliverables mentioned in the required eservice
infrastructure component

e Compliance to perform all activities\requirements mentioned in the
information security component

e Compliance to submit all deliverables mentioned in the information
security component

e Compliance to perform all activities\requirements mentioned in the change
management component

e Compliance to submit all deliverables mentioned in the change
management component

e Compliance to customer Journey/experience requirements mentioned in
Annex (5.10)

e Compliance to perform all activities\requirements mentioned in the
operation support component

o Compliance to submit all deliverables mentioned in the operations support
component

o Compliance to the Support Procedures and Policies under Annex 5.8
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e Compliance to perform all activities\requirements mentioned in the project
management component

e Compliance to submit all deliverables mentioned in the project
management component

e Compliance to perform all activities\requirements mentioned in the quality
management component

e Compliance to submit all deliverables mentioned in the quality
management component

e Commit to resolve all issues raised by the performed test(s) by MoDEE
team or assigned 3rd party regarding any component mentioned within the
scope of work
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5.20. cila ghrall L o1 53S5 3 5] ga aladind Al (attached)

5.21. Security assessment questionnaire (attached)
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