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ATG

license Renewal ManageEngine
ServiceDesk Plus Multi-Language
Enterprise Edition

20 Technicians
1000 Nodes

2023/01/29



About Jordan Water Company (Miyahuna)

Jordan Water Company - Miyahuna is a limited liability national company. Operating under a mandate
agreement with Water Authority of Jordan. It started its operations from the beginning of 2007. The
company is responsible for the management of water and sewage services in the Capital, Madaba, Zarqa,
Balga Governorates. Employing a staff of (2,500) employees responsible for the provision of water and
sewage services to around (5) million citizens with about (840) thousand subscriptions.

Purpose of the Tender

Miyahuna is seeking to renew AMS (manual Maintenance and Support) license for the current system of
Manage Engine Service Desk Plus Enterprise Edition and implementing/support services of the system as
Miyahuna business need.

Functions as a single point of contact for all end-user related IT support, information, questions, and requests
making IT communication easier and less complicated.

Scope

To reduce the number of calls to the help desk, end users should be provided with a set of common everyday
knowledgebase solutions that they can easily reference
Automate ticket management to facilitate service requests, service-level agreements, and ticket prioritization
in Miyahuna company
Automated management system that allows Miyahuna users to create tickets for service requests, and for IT
staff to manage tickets and use them for records and workflows.

Integrate processes with other applications, email service, active directory and web based.

Terms and conditions

Vendor shall comply with all terms and conditions listed below:
The renewal period is one year till 24/1/2024

Vender shall be responsible for all needs to the program to be always in stable working condition. including
(Incident management, Project Management, Self-service portal, multi-site support, Asset management,
Change Management, Problem Management, Contracts, .... etc)

Bidder shall present their reference for similar delivered and implemented products in region to at least 2
customers.

Vender is required to include Training details include at least 2 admin.

The Bidder must have at least Two Certified Engineers for ManageEngine ServiceDesk Plus

The Bidder should be Certified ManageEngine Partner

The Bidder must provide the needed support & enhancement

. It will be the bidder’s responsibility and on their own expenses to understand the site nature and
environment and all requirements that are related to the tender or that may influence its pricing.
The bidder shall describe license methodology.



The bidder is required to include Service level agreement (SLA) in the proposal. The (SLA) include at least
no more than 24 hours to respond, and within 4 hours for emergency matters, and a fine of 15 dinars will be
imposed for each delay.

The bidder should specify the value of the maintenance contract in detail. A table attachment
on the last page

The bidder shall be responsible for implementation, configuration, testing, acceptance for all system
modules: (Incident management, Project Management, Self-service portal, multi-site support, Asset
management, Change Management, Problem Management, CMDB, Contracts, .... etc.)

Local support from certified partner for Manage Engine.






SCHEDULE (A)

SCHEDULE OF REQUIREMENTS

SCHEDULE (B)
SCHEDULE OF DELIVERY TERMS

SCHEDULE (D)

DEVIATIONS FROM SPECIFICATIONS




SCHEDULE (A)

Schedule of Requirements

Site visits for critical issues. (as SLA attachment for one
year

Product Description QTy
Manage Engine license maintenance and support renewal for
current license (20 technicians) 20
Renewal for current license of our nodes 1000
1000
Local Support Remotely Technical Support 1 year (include
unlimited Tickets, remotely Updates, Troubleshooting) Lot

- MIYAHUNA has the right to award the contract by Item .

Signature & Stamp of the Supplier: ...........cooiiiiiiiiiniL.




SCHEDULE (B)

TIME PERIODS FOR DELIVERY

Product Description QTy DELIVERY

Manage Engine license maintenance and support renewal for

current license (20 technicians) 20

Renewal for current license of our nodes 1000 . .
1000 Auddaa Adw

Local Support Remotely Technical Support 1 year (include
unlimited Tickets, remotely Updates, Troubleshooting)
Site visits for critical issues. (as SLA attachment for one
year

Lot

- MIYAHUNA has the right to award the contract by Item .

- Signature & Stamp of the Supplier: ......covvviniiiiiiiiinn...




It is assumed that the goods offered shall conform to the technical specifications listed herein, unless deviations are listed explicitly in
this schedule.

The Purchaser may waive any minor informality, non-conformity or irregularity in an offer that does not constitute a material deviation,
provided such waiver does not prejudice or affect the ranking of any Tenderer. Major deviations in the opinion of the Evaluating
Committee will render the bid non-responsive.






SCHEDULE OF PRICES

Required offer financial price

Renewal license for Manage Engine Service Desk Plus system

Financial Details

Product Description

QTy Unit Price jd | Total Price jd

Manage Engine license maintenance and support renewal

current license (20 technicians) 20

Renewal for current license of our nodes 1000
1000

Local Support Remotely Technical Support 1 year (include Lot
unlimited Tickets, remotely Updates, Troubleshooting)
Site visits for critical issues. (as SLA attachment for one
year

Total Price JD

Total with 16% sales tax

Delivery: Delivery will be within 2 weeks from purchase order.
Payment term: Pay through Two payments
First payment: 100% of Manage Engine licenses after installation.

Second payment: At the end of the maintenance contract.
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Pocurement & contracting Section
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Manufacturer’s Authorization Form

To:  MIYAHUNA Company

WHEREAS [name of the Manufacturer] who are established and reputable manufacturers of
name and/ or description of the goods| having factories at address

of Jactory]

Do hereby authorize name and address of Agent] to submit a bid, and subsequently negotiate

and sign the Contract with you against [reference of the Invitation to Bid] for the above goods manufactured

by us.

We hereby extend our full guarantee and warranty as per the Conditions of Contract for the goods offered for

supply by the above firm against this Invitation for Bids.

[Signature for and on bebalf of Manufacturer]

Note:  This letter of authority should be on the letterhead of the Manufacturer and should be signed by a person

competent and having the power of attorney to bind the Manufacturer. It should be included by the Bidder in its

bid.
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