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Request for Quotation (RFQ) for SysAid Cloud Helpdesk Upgrade and Data Migration

Reference Number Iziko ICT / RFQ 16/04/2025
o Information Communication Technology (ICT) SysAid Cloud
Description _ ]
Helpdesk Upgrade and Data Migration
Iziko South African Museum
Address o
25 Queen Victoria Street, Cape Town, 8001
Attention Sikelwa Madlavu
Site Iziko South African Museum
Issued Date 16 April 2025

Closing date and time for _
o 29 April 2025 @11:00AM
submission

Quotes / Proposals, and accompanying documentation, must be
Method of delivery emailed to (SCM) 021 481 3917: smadlavu@iziko.org.za and

scm@iziko.org.za

Technical enquiries Andre Makka, amakka@iziko.org.za

Name of Company

CSD Supplier Number
(MA............ Number)
B-BBEE Status Level of
Contribution

Quote Price (Incl Vat)

Signature
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BIDDER’S DISCLOSURE (SBD 4)

1. PURPOSE OF THE FORM (SBD 4)

Any person (natural or juristic) may make an offer or offers in terms of this invitation to bid. In
line with the principles of transparency, accountability, impartiality, and ethics as enshrined in
the Constitution of the Republic of South Africa and further expressed in various pieces of
legislation, it is required for the bidder to make this declaration in respect of the details required
hereunder.

Where a person/s are listed in the Register for Tender Defaulters and / or the List of Restricted
Suppliers, that person will automatically be disqualified from the bid process.

2. Bidder’s declaration

2.1

211

Is the bidder, or any of its directors / trustees / shareholders / members / partners or any person
having a controlling interestl in the enterprise,

employed by the state? YES/NO

If so, furnish particulars of the names, individual identity numbers, and, if applicable, state
employee numbers of sole proprietor/ directors / trustees / shareholders / members/ partners or

any person having a controlling interest in the enterprise, in table below.

Full Name Identity Number Name of State

institution

! the power, by one person or a group of persons holding the majority of the equity of an enterprise, alternatively, the
person/s having the deciding vote or power to influence or to direct the course and decisions of the enterprise.
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2.2

221

2.3

2.3.1

Do you, or any person connected with the bidder, have a relationship with any person who is

employed by the procuring institution? YES/NO

If so, furnish particulars:

Does the bidder or any of its directors / trustees / shareholders / members / partners or any
person having a controlling interest in the enterprise have any interest in any other related
enterprise whether or not they are bidding for this contract? YES/NO

If so, furnish particulars:

3 DECLARATION

3.1

3.2

3.3

3.4

3.4

I, the undersigned, (NAME)......cc.iuiiiiiii i e e e in
submitting the accompanying bid, do hereby make the following statements that | certify to be

true and complete in every respect:

I have read and | understand the contents of this disclosure;

I understand that the accompanying bid will be disqualified if this disclosure is found not to be
true and complete in every respect;

The bidder has arrived at the accompanying bid independently from, and without consultation,
communication, agreement or arrangement with any competitor. However, communication
between partners in a joint venture or consortium2 will not be construed as collusive bidding.

In addition, there have been no consultations, communications, agreements or arrangements
with any competitor regarding the quality, quantity, specifications, prices, including methods,
factors or formulas used to calculate prices, market allocation, the intention or decision to submit
or not to submit the bid, bidding with the intention not to win the bid and conditions or delivery
particulars of the products or services to which this bid invitation relates.

The terms of the accompanying bid have not been, and will not be, disclosed by the bidder,
directly or indirectly, to any competitor, prior to the date and time of the official bid opening or of

the awarding of the contract.

2 Joint venture or Consortium means an association of persons for the purpose of combining their expertise, property,
capital, efforts, skill and knowledge in an activity for the execution of a contract.
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3.5

3.6

There have been no consultations, communications, agreements or arrangements made by the
bidder with any official of the procuring institution in relation to this procurement process prior to
and during the bidding process except to provide clarification on the bid submitted where so
required by the institution; and the bidder was not involved in the drafting of the specifications or
terms of reference for this bid.

| am aware that, in addition and without prejudice to any other remedy provided to combat any
restrictive practices related to bids and contracts, bids that are suspicious will be reported to the
Competition Commission for investigation and possible imposition of administrative penalties in
terms of section 59 of the Competition Act No 89 of 1998 and or may be reported to the National
Prosecuting Authority (NPA) for criminal investigation and or may be restricted from conducting
business with the public sector for a period not exceeding ten (10) years in terms of the
Prevention and Combating of Corrupt Activities Act No 12 of 2004 or any other applicable

legislation.

| CERTIFY THAT THE INFORMATION FURNISHED IN PARAGRAPHS 1, 2 and 3 ABOVE IS
CORRECT.

I ACCEPT THAT THE STATE MAY REJECT THE BID OR ACT AGAINST ME IN TERMS OF
PARAGRAPH 6 OF PFMA SCM INSTRUCTION 03 OF 2021/22 ON PREVENTING AND
COMBATING ABUSE IN THE SUPPLY CHAIN MANAGEMENT SYSTEM SHOULD THIS
DECLARATION PROVE TO BE FALSE.

Signature Date

Position Name of bidder (Company Name)

(SBD 6.1)
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PREFERENCE POINTS CLAIM FORM IN TERMS OF THE PREFERENTIAL PROCUREMENT
REGULATIONS 2022

This preference form must form part of all tenders invited. It contains general information and serves
as a claim form for preference points for specific goals.

NB: BEFORE COMPLETING THIS FORM, TENDERERS MUST STUDY THE GENERAL
CONDITIONS, DEFINITIONS AND DIRECTIVES APPLICABLE IN RESPECT OF THE
TENDER AND PREFERENTIAL PROCUREMENT REGULATIONS, 2022

1. GENERAL CONDITIONS
11 The following preference point systems are applicable to invitations to tender:

- the 80/20 system for requirements with a Rand value of up to R50 000 000 (all applicable
taxes included); and

- the 90/10 system for requirements with a Rand value above R50 000 000 (all applicable
taxes included).

1.2 To be completed by the organ of state

The applicable preference point system for this tender is the 80/20 preference point system.

1.3 Points for this tender (even in the case of a tender for income-generating contracts) shall be
awarded for:
(a) Price; and

(b) Specific Goals.

1.4 To be completed by the organ of state:

The maximum points for this tender are allocated as follows:

PRICE 80
SPECIFIC GOALS 20
Total points for Price and SPECIFIC GOALS

15 Failure on the part of a tenderer to submit proof or documentation required in terms of this tender
to claim points for specific goals with the tender, will be interpreted to mean that preference
points for specific goals are not claimed.

1.6 The organ of state reserves the right to require of a tenderer, either before a tender is adjudicated
or at any time subsequently, to substantiate any claim in regard to preferences, in any manner
required by the organ of state.

2. DEFINITIONS
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(a) “tender” means a written offer in the form determined by an organ of state in response to an
invitation to provide goods or services through price quotations, competitive tendering process
or any other method envisaged in legislation;

(b) “price” means an amount of money tendered for goods or services, and includes all
applicable taxes less all unconditional discounts;

(c) “rand value” means the total estimated value of a contract in Rand, calculated at the time of
bid invitation, and includes all applicable taxes;

(d) “tender for income-generating contracts” means a written offer in the form determined by an
organ of state in response to an invitation for the origination of income-generating contracts
through any method envisaged in legislation that will result in a legal agreement between the
organ of state and a third party that produces revenue for the organ of state, and includes, but
is not limited to, leasing and disposal of assets and concession contracts, excluding direct sales
and disposal of assets through public auctions; and

(e) “the Act” means the Preferential Procurement Policy Framework Act, 2000 (Act No. 5 of 2000).

3. FORMULAE FOR PROCUREMENT OF GOODS AND SERVICES

3.1 POINTS AWARDED FOR PRICE

3.1.1 THE 80/20 OR 90/10 PREFERENCE POINT SYSTEMS

A maximum of 80 or 90 points is allocated for price on the following basis:

80/20 or 90/10
Ps=80(1-""20 ) or Ps=90(1-2"20 )
Where
Ps = Points scored for price of tender under consideration
Pt = Price of tender under consideration
Pmin = Price of lowest acceptable tender

3.2. FORMULAE FOR DISPOSAL OR LEASING OF STATE ASSETS AND INCOME
GENERATING PROCUREMENT

3.2.1. POINTS AWARDED FOR PRICE

A maximum of 80 or 90 points is allocated for price on the following basis:

80/20 or 90/10
Pt—Pmax Pt—Pmax
Ps =80 (1+° ") or Ps =90 (1+2 o)
Where
Ps = Points scored for price of tender under consideration

Pt Price of tender under consideration
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4.

Pmax = Price of highest acceptable tender

POINTS AWARDED FOR SPECIFIC GOALS

4.1. In terms of Regulation 4(2); 5(2); 6(2) and 7(2) of the Preferential Procurement Regulations,
preference points must be awarded for specific goals stated in the tender. For the purposes of
this tender the tenderer will be allocated points based on the goals stated in table 1 below as
may be supported by proof/ documentation stated in the conditions of this tender:

4.2. In cases where organs of state intend to use Regulation 3(2) of the Regulations, which states
that, if it is unclear whether the 80/20 or 90/10 preference point system applies, an organ of state
must, in the tender documents, stipulate in the case of—

(a) an invitation for tender for income-generating contracts, that either the 80/20 or 90/10
preference point system will apply and that the highest acceptable tender will be used
to determine the applicable preference point system; or

(b) any other invitation for tender, that either the 80/20 or 90/10 preference point system
will apply and that the lowest acceptable tender will be used to determine the applicable
preference point system,

then the organ of state must indicate the points allocated for specific goals for both the 90/10
and 80/20 preference point system.

Table 1: Specific goals for the tender and points claimed are indicated per the table below.

(Note to organs of state: Where either the 90/10 or 80/20 preference point system is applicable,
corresponding points must also be indicated as such.

Note to tenderers: The tenderer must indicate how they claim points for each preference point
system.)

Number of points claimed
(80/20 system)
» (To be completed by the
The specific goals tenderer)
allocated points in
terms of this
tender
Persons, or * Proof of B-
categories of BBE_E
persons, historically certificate;
disadvantaged- ¢ Company
(HDI) by unfair dis Registration
crimination on the Certification
basis of e Identification
Documentation.
e CSD report
Race: Black
persons
(ownership)*
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ownership
points

10 points

= 0 points

50% or more black
=20

Less than 50%
black ownership =

0% black ownership

DECLARATION WITH REGARD TO COMPANY/FIRM

4.3. Name of ComMPany/firm ... ... e,

4.4, Company registration NUMDEr: ... ...

4.5, TYPE OF COMPANY/ FIRM

W
W
W
U
U
U
U
W

Partnership/Joint Venture / Consortium
One-person business/sole propriety
Close corporation

Public Company

Personal Liability Company

(Pty) Limited

Non-Profit Company

State Owned Company

[TICK APPLICABLE BOX]

4.6. I, the undersigned, who is duly authorised to do so on behalf of the company/firm, certify that
the points claimed, based on the specific goals as advised in the tender, qualifies the company/
firm for the preference(s) shown and | acknowledge that:

The information furnished is true and correct;

The preference points claimed are in accordance with the General Conditions as indicated
in paragraph 1 of this form;

In the event of a contract being awarded as a result of points claimed as shown in
paragraphs 1.4 and 4.2, the contractor may be required to furnish documentary proof to
the satisfaction of the organ of state that the claims are correct;

If the specific goals have been claimed or obtained on a fraudulent basis or any of the
conditions of contract have not been fulfilled, the organ of state may, in addition to any
other remedy it may have —

(a) disqualify the person from the tendering process;

(b) recover costs, losses or damages it has incurred or suffered as a result of
that person’s conduct;

(c) cancel the contract and claim any damages which it has suffered as a result
of having to make less favourable arrangements due to such cancellation;

(d) recommend that the tenderer or contractor, its shareholders and directors,
or only the shareholders and directors who acted on a fraudulent basis, be
restricted from obtaining business from any organ of state for a period not
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exceeding 10 years, after the audi alteram partem (hear the other side) rule
has been applied; and

(e) forward the matter for criminal prosecution, if deemed necessary

SURNAME AND NAME: e
DATE:

ADDRESS:
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Request for Quotation (RFQ) for SysAid Cloud Helpdesk Upgrade and Data Migration

Iziko Museums of South Africa (Iziko) invites qualified service providers to submit quotations
for upgrading its current on-premises SysAid Helpdesk to the SysAid Cloud Platform.

1. Introduction & Background

Iziko Museums of South Africa (Iziko) invites qualified service providers to submit quotations for the
supply, configuration, deployment, and support of a modern, secure, ITIL-aligned, cloud-based IT
Service Management (ITSM) solution. The solution will consolidate the migration of Iziko's on-
premises SysAid Helpdesk to the SysAid Cloud platform and implement a feature-rich ICT Service
Desk to manage and streamline ticketing, incident handling, and asset lifecycle management.

Iziko requires a comprehensive and scalable platform capable of supporting improved efficiency,
workflow automation, patch management, remote support, reporting, and secure data handling in line
with international data privacy laws including POPIA, GDPR, PCI, and HIPAA.

2. Objectives

e Seamless migration of existing SysAid Helpdesk data from on-premises to the SysAid Cloud
Platform.

o Full implementation of an ITSM system tailored to the institution’s needs, enhancing incident,
problem, change, and asset management.

¢ Centralised patch management and automation of ticket workflows.

e Compliance with security standards and privacy laws, including encryption at rest and in
transit.

o Empowerment of end-users through mobile access, Al-driven support, and a self-service
portal.

3. Scope of Work
3.1 Data Migration & Cloud Deployment

Migration of existing SysAid Helpdesk data to the cloud platform.
Verification of post-migration data integrity.

Alignment of cloud solution configuration with Iziko’s operations.
Setup of user roles, authentication, and directory integrations.

3.2 ITSM Core Features

Incident, Problem, and Change Management with full audit trails.
Asset & Configuration Management (CMDB for minimum 500 assets).
Ticket Management and SLA-based prioritisation/escalation.
Customisable SLA definitions with real-time reporting.

Self-service portal accessible on- and off-site.

Email-to-ticket and mobile application ticket logging.
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3.3 Patch Management
e Cross-platform patching (Windows, macQS, Linux).
e Central dashboard with compliance reporting.
e Patch approval workflows and vulnerability alerts.

3.4 Al-Driven Capabilities

o Al Copilot for 5 IT agents and 300 end-users for self-service ticketing and smart
recommendations.

3.5 Remote Support

e Secure remote-control capability for Windows, macOS, Linux, and mobile.
e Logging and auditing of all sessions for compliance.

3.6 Automation & Workflow

e Auto-routing, prioritisation, approval workflows.
o Workflow engine for ticket lifecycle with minimal/no coding.
¢ Role-based access via Active Directory/LDAP integration.

3.7 Integration & Compatibility

e Open API access for third-party integrations.
e Must integrate with existing tools, comply with security standards, and allow report/dashboard
customisation.

3.8 Reporting & Dashboards

o Predefined and custom reporting capabilities.
e SLA performance, agent productivity, asset lifecycle analytics.
o Filters by date, agent, department, source, and resolution status.

3.9 Mobile App Support

e Native Android/iOS apps.
e Push natifications, live ticket updates, comment syncing.

4. Security, Hosting & Privacy Compliance

Hosted in South Africa with high availability and disaster recovery.
Data encryption in transit and at rest.

System accessible via mainstream browsers without desktop client.
Full audit logs and integrated document management.

POPIA, PCI, HIPAA, and GDPR aligned data handling.
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5. Service Level Agreement (SLA)

e 24/7 support via phone, email, and chat.
e 4-hour response time for critical issues.
e Includes:

o

O O O O

Software updates and patching

Training and onboarding

Workflow assistance

Monthly health and performance reviews

Annual renewal with performance-based evaluation

6. Professional Services

e Provide required licenses for agents and end-users.
o Assist with system setup and configuration.
e Conduct knowledge transfer to ICT staff.

7. Mandatory Requirements

e Proof of OEM or official distributor status.
e Brochure/documentation of each requested feature set.

o Five (5) contactable references for similar implementations.

Iziko Museums of South Africa
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8. Functional Evaluation

Functional Evaluation — Bidders will be evaluated out of 100 points and are required to achieve a

minimum threshold of 70 points.

ITEMS

Service Provider Support Process
Provide a support process.

* Letter/ document contact details (email &
telephone), escalation process/contact, and
business hours for the support team.

* Support process not provided

Contactable References

Reference letters. Details to include contact
person, project description, and the year the
project was implemented. Letters must be signed
by client. Reference letters should not be older
than 5 years.

* 5 and above references

* Less than 5 references

* Zero (0) references

Team experience

Experience of the project manager/ Lead
supervisor in deploying the proposed solution.
The CV must be included.

* 3to 5 years

* Less than 3 years

* Zero years/ CV not included

Project Management Methodology
Indicative project plan provided, based on
experience. For consistency assume 1 May 2025
as the start of the project.

e The planincludes clear timelines,

responsibilities, and deliverables,

e The plan doesn’t have clear timelines and
lacks some details.

e The plan was not provided

9. Pricing Schedule (VAT Inclusive)

POINTS
Maximum 20

20

0

Maximum 40

40
20
0

Maximum 20

20
10
0

Maximum 20

20

10

Iziko Museums of South Africa
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Pricing Instructions

1. Payment will be made based on the deliverables for the goods received.

2. Payment will only be made on the basis of work completed satisfactorily, and invoices
provided and approved by the project manager.

3. Offer to be valid for 60 days from the bid closing date.

|Item Description HQtyHUnit Price (ZAR)HTotaI Price (ZAR)|
|SysAid Cloud ITSM License (5 agents, 300 users) 1 || | |
|Asset Management for 500 assets Hl H H \
|Al-Powered Assistance (Copilot for End Users & Agents)||1 | | |
|Remote Support & Control Hl H H \
|Patch Management Module Hl H H \
[Data Migration & Deployment 11 | | |
|SLA (1-Year Support & Maintenance) Hl H H \
|Training & Knowledge Transfer Hl H H \
\Workflow Customization Assistance 11 | | |
|Other Costs (if applicable) H H H \
Total Cost (Excl. VAT) ]l I |
VAT (15%) L] [ |
|Tota| Cost (Incl. VAT) H H H \

2. Compliance Documents

Service Providers must submit all documents as outlined in Table below.

1 Central Supplier Database Report — with supplier number and company details
(www.csd.gov.za) and Tax Status Verification Pin together with tax registration number.
Detailed pricing structure: A cost schedule detailing full cost breakdown, inclusive of VAT,

2 any disbursement, and escalations, if applicable, etc. for the entire duration of the proposed
contract must be provided.

3 A Valid B-BBEE Certificate or Sworn Affidavit to determine the Service provider’s status
level.

4 Annexure B - Confidentiality and Non-Disclosure Agreement.

Note: Failure to supply any of the compliance documents stipulated may lead to the quote not

being considered.
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Preferential Points

Specific goals allocated _
_ Price
points
Total maximum points 20 80

Please Note: a formal detailed quotation to be sent with proposal. The pricing schedule above
and formal quotation must include all applicable costs and there can be no variation after
award has been made.

6. Formal Contract
a) The proposal and appended documentation read together form the basis for an agreement to
be negotiated and concluded in a formal contract between Iziko and the preferred Service
Provider.

b) A mere offer and acceptance shall not constitute a formal contract of any nature for any purpose
between Iziko and the preferred Service Provider/s.

7. General Principles

a) The lowest or only quotation received will not necessarily be accepted.

b) Iziko and its Council reserves the right to accept or reject any quotation in response to the
Request to Quote and to withdraw its decision to seek the provision of these services at any

time.

8. DECLARATION

The undersigned, who warrants that he / she is duly authorized to do so on behalf of the enterprise:

i) confirms that neither the name of the enterprise or the name of any partner, manager, director or
other person, who wholly or partly exercises, or may exercise, control over the enterprise appears on
the Register of Tender Defaulters established in terms of the Prevention and Combating of Corrupt
Activities Act of 2004;

i) confirms that no partner, member, director or other person, who wholly or partly exercises, or may
exercise, control over the enterprise appears, has within the last five years been convicted of fraud
or corruption;

iii) confirms that | / we are not associated, linked or involved with any other tendering entities submitting
tender offers and have no other relationship with any of the tenderers or those responsible for
compiling the scope of work that could cause or be interpreted as a conflict of interest; and ;
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iv) confirms that the contents of this questionnaire/forms (SBD 4, & 6.1) are within my personal
knowledge and are to the best of my belief both true and correct

V) accept that, in addition to cancellation of a contract, action may be taken against me should the
Declaration prove to be false.

Signed Date
Name Position
Enterprise

name

Please note that if the supporting documentation is not provided then the submission will be
classified as non-responsive.

1. Disqualification

Please note that if a bid document is not filled in correctly or completely, or complied with the
specification, or is delivered/send after the bid closing date and time, or the supplier is not registered
on the CSD or supplier has a non-compliant tax status, then unfortunately that bidder maybe
disqualified. Please return this document with the supporting documents.

2. Bid Document Submission

Emailed tender documents will be accepted. However, the onus is on the tenderer to ensure that
complete email documents have been received by the I1ZIKO by the due date and time.

Please note that any alterations to the tender document other than filling in the tenderer’s details
and tender price will automatically disqualify the tenderer.
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Addendum A
Current Server Infrastructure & SysAid Details:
Current Virtual Server Specifications:
e Operating System: Windows Server 2019
e CPU: 2.30GHz
« HDD: 100GB
e RAM: 8GB
e System Type: 64BIT
Current SysAid Version:

e SysAid Edition: Enterprise Edition
e Build Number: v22.1.65 b20

Database Vendor:

o Database Vendor: MS SQL
o Database Version: Microsoft SQL Server 2014

Application Server:

o Application Server: Apache Tomcat/9.0.58
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