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INTRODUCTION AND OVERVIEW
Yarmouk water company (YWC) mission is to serve Northern governorates citizens; YWC has
realized the need to develop a new business strategy to achieve YWC's strategic objectives that are
aligned with YWC's mission and vision.

As a consequence an ambitious project was initiated in YWC to implement a world class Enterprise
Resource Planning Oracle E-Business Suite (EBS) across the whole of business units in YWC, to
enhance financial control, financial projections, employee competency, increase operations'
efficiency and transparency.

2. YWC ERP SYSTEM (ORACLE E-BUSINESS SUITE R12)

YWC has implemented the following Oracle EBS Modules at its premises

Category Module

Oracle Financials

General Ledger (GL)
Receivables (AR)
Payables (AP)

Fixed Assets (FA)

Cash Management (CM)

(@]

Oracle Supply Chain

Purchasing (PO)
Inventory Management (INV)

Oracle HCM

Core HR

Payroll

HR Self Service
Performance Management

O O O O|0O O|O O O O

Technical Architecture Database Enterprise Edition & Middleware

3. WHY YWC NEEDS SUCH SERVICES

YWC requires a consistent and predictable support relationship that caters to YWC'S unique needs.
Whether it's planning deployments, or normal Oracle operation, a designated team of Oracle experts
provides ongoing consultancy to support and help YWC's team during any critical situation or support
operations.

Vendor that have a wide range of experience in supporting mission critical applications, vendor team of
experts are following a support methodology that based on knowledge transfer standards, Oracle
support team is working closely with the YWC's technical team to leverage knowledge transfer and
guarantee our satisfaction through the deployment of the latest industry standards and best practices.
Vendor can offer a combination of problem resolution and proactive problem-avoidance services from
a dedicated service team.

YWC requires access to a team of Oracle experts as well as assistance with critical service requests in a

collaborative approach which enable more efficient problem solving, reduce technical risk; and enhance
the speed of adoption, knowledge, and use of Oracle technology.
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4. MAIN OBJECTIVES

System Availability, Reliability, and Quality in delivering the services are essential requirement from
the Services Provider. The essential objectives mentioned below and any other addition/modification to
improve the services delivery shall be taken up without any reduction of scope of work:

» Reduced Costs & Unplanned Downtime: The expert guidance of a designated team of experts

can help YWC reduce costs and increase system availability.

= [Increased System Availability: Vendor experts should work with YWC team to continually
test, benchmark, and enhance YWC's configurations to pinpoint problems before they occur.

= Minimize Risk & Protects YWC's Business. Guidance on best practices ensures that YWC
does not lose time and money relearning industry lessons. This awareness enables YWC
technical team to effectively process reactive issues for resolution and facilitates efficient
management of YWC's Oracle EBS investment for a predictable and stable operation.

» Reduce Resource Requirements: Shift the effort involved in support Oracledeployments by
vendor support team to make our IT focus on building knowledge.

= Knowledge Transfer for new YWC resources. Arrange for training for any new resource.

= Recurring System Health Check: Doing this process on semi-annual bases

5. SCOPE OF WORK

The purpose of this Tender is to seek Oracle e-Business Suite support services.
The vendor (Service Provider) should be a company registered in Jordan and in operation for at least
Three Years in the same field.

Vendor should propose Professional Support Service for the currently deployed components listed
under SECTION 2.
VENDORS SHOULD PROPOSE FOR PROFESSIONAL SUPPORT SERVICE IN THE
CONTEXT OF THE FOLLOWING:

A. TECHNICAL SUPPORT SERVICE:

DURATION: 12 calendar months (24x7x365)
e Maintenance and technical support services for oracle EBS components (applications,

technology, and integration)

¢ Including-but not limited to-forms, reports, APIs, integrations, customization, personalization,
etc....)

e Maintain the existing APIs (adding, updating, or excluding) for all oracle e-business suite
applications in section (2), including-but not limited to:

e Correction the previously uploaded data

e Periodical maintenance of the APIs

e Ensure that all APIs are up and running

B. FUNCTIONAL & OPERATIONAL SUPPORT SERVICES:

e Pre-acquired quantity of (man-days)

e Duration: throughout the course of agreement which 12 calendar months

e Covering oracle APPS functional and operational support for the implemented oracle EBS modules
listed under section 2

e This type of support will be based on a (per-call) service model that will be utilized from a (pre
acquired number of onsite man-days)

e Only those services listed in (section 6.2. Functional & Operational Support Services) will be
considered as functional & operational services, thus, can be utilized from the pre-acquired
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man-days. Otherwise, it will be considered as a technical support service and NO man-days will be
deducted or utilized

e Man-days should be managed using a well-defined policy (defined later by YWC & the awarded
vendor) and should be utilized wisely according to the estimated efforts by YWC & vendor

6. PROPOSED SERVICES
6.1. TECHNICAL SUPPORT SERVICES

The following services are considered the "Technical Support” for all implemented Oracle EBS
Modules (Version R12) as well as the implemented Integration Points:
a. Incidents and Defects Analysis: i.e. Incidents and Defects Analysis, Diagnosis,

Troubleshooting. Identification of root causes, and Investigation toward possible
resolutions or workarounds. Accordingly, the time consumed in general incident
management process, i.e. incidence creation, escalation, reporting, following up Oracle's
SR, etc. will also be considered part of "Annual Technical Support"; and thus, it will NOT
be considered part of the man-days. In other words, in spite of the outcome, and regardless
of the nature of the issue, whether the incident eventually was classified as a Technical
issue or a Functional issue; the time consumed in this level of support will be considered
part of "Annual Technical Support"; thus, it will NOT be considered part of the man-days.

b. Issue Handling: Subsequent to the analysis process, and according to the outcomes:

i. If the issue is related to any of the services listed in (SECTION 6.2. FUNCTIONAL
& OPERATIONAL SUPPORT SERVICES) then it will be considered as
"Functional” request and will be processed part of the man-days. Subject to mutual
acceptance on the estimation on the duration required to resolve the issue.

ii.  If the issue is classified as Technical or it was not listed in (SECTION 6.2.
FUNCTIONAL & OPERATIONAL SUPPORT SERVICES), then it will be
considered part of "Annual Technical Support".

iii.  Vendor should provide local number, e mail address, and helpdesk facility to submit
the support issues.

iv.  Vendor should provide co-ordinate with Technical Consultants DBA's, Developers
and Oracle Support

c. Bug Fixation: Troubleshooting, evaluating, reporting & follow TARs with the software
vendor (Oracle) and application of relevant patches and bug fixations.

d. Patching Installing: Latest or important patches that are coming from Oracle with Patch
validations and impact analysis.

e. Software Upgrades: Oracle constantly release higher versions of Oracle Applications E-
Business Suite, which include a lot of enhancements, features, bug fixes, etc. It is highly
recommend that YWC come at the latest release of Oracle Applications to enjoy all the
latest features, bug fixes and to remain at the required supported level as per Certification
Matrix in Metalink: in this regards vendor is responsible for the following:

i. Provide recommendations (as necessary or requested) about Oracle new releases,
fixes, upgrade and expansion, and other recommendations that would enhance
YWC'S EBS environment.

ii.  Applying only MINOR releases or versions of applications and technology stack
under the following conditions:

- Itis certified with the YWCS's hardware
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- It doesn't implies a sophisticated migration process, huge technical or
functional complications such as custom development, customizations, data
manipulations...etc

- It doesn't cover any functional activities such as implementation, re-
implementation, end-user training, adjusting setups, etc.

f. Apps and Database Maintenance and Performance:

I. Maintenance Tasks: Manage and supervise and carry out maintenance tasks to
ensure that all Oracle / EBS (including Forms Reports, APIs, Integrations,
Customization, Personalization, etc..) are up and running, as well as raising and
follow-ups on SRs with Oracle for solution to Oracle application and database bugs
and other issues.

- Currently deployed customized reports (QTY=110).

ii. Performance Monitoring: i.e. tuning, health check and performance enhancement
based on recommendations on possible tuning parameters.

iii. Preventive Maintenance: Scheduled database preventive maintenance of at least 1
visit/month.

iv. Database Backup: Planning and Maintenance of database backup, this includes
assistant on database backup &recovery whenever necessary and advice the backup
operator from YWC on Backup Strategies

v. Storage Organization: based on available disks and storage space

vi.  Assistance: Vendor should provide YWC with support and assistance (as necessary
or requested) to perform day-day operational activities, as well as to identify and
resolve issues that could arise during the performing of these activities such as (but
not limited to) the following:

-Periodical cloning of production instance to development/testing/training
instances.

- Administration of Menus, Responsibilities, and Security rules.

- Performing crash recovery of Database and Applications (Oracle EBS).

- Maintain Audit trail of all transactions

vii. Knowledge Transfer: Perform the knowledge transfer services for YWC technical
team and provides On-job training and assistance.

viii.  Assistance: Provide YWC with advice and assistance relating to enquiries by YWC
in respect of the use or operation of the EBS Applications

iX. Recommendations: About Oracle Applications features or functional techniques
that would help the end users to best utilize the applications for more business
efficiency

6.2. FUNCTIONAL & OPERATIONAL SUPPORT SERVICES

YWC is considering Oracle EBS as an important successful key to align the day-to day
business-transactions with operations and management excellence, consequentially; vendor
propose Functional Support Services for the implemented Oracle EBS Modules to automate
and streamline YWC's core business & improve the effectiveness and efficiency of its
information and performance in different business areas.

Part of its Internal Capacity Building Plan, YWC has built the Capacity team in parallel with

the implementation phase to be able to provide in-house support for the EBS Application and
infrastructure.
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The Service Provider is required to provide full co-operation and support to the Competency
team and IT Department to resolve related issue(s) to maintain the performance and the
availability of Oracle EBS Suite.

The Service Provider is required to make available the required expertise within an agreed
upon period pre-defined in the SLA.

YWC decision to deal with such requested service as one of the following options (based on

the estimated scope, duration, urgency):

The follow
Model

- To be considered as a support service; then will be utilized from the pre
acquired onsite man-days according to the estimated effort by vendor's team
and YWC's acceptance

- To be considered as a change request; then this should be subject to detailed
scoping and accordingly extra cost

- To be considered out of scope of this tender.

ing illustrates the Services Covered in the Functional & Operational Support

a. Areas of Operational/Functional Support: support necessary to maintain or enhance the current
implemented module, i.e. (but not limited to):

Provide functional and operational support to the super-users and assisting them in
addressing the business related issues such as user support, handling requests for new report
as well new business process improvements

Managing end of day cycles and key transaction processing cycles

Assistance and Support Services for closing cycles

New configuration for new functionality or re-configuration

Other services NOT commonly-defined as technical support services

Applying of solutions for deficiencies of Oracle Application

Provide functional and operational support to the application super users by assisting them
in addressing the business related issues.

Managing end-cycles and key transaction processing cycles

Assistance and Support Services for Closing cycles

b. Issue Handling: Handling tickets and application support to the end-users.
When an issue is received, it needs to be analyzed and resolved:

In case, if the issue requires the support of Development, then transfer the issue to vendor's
development team with the inputs. Monitor and help vendor's development team to
complete the task

In case, if the issue requires support from Oracle, then raise SR and co-ordinate with oracle
support team till closure

In case, if the issue requires to run Diagnostics Requests, SQL's or any other required to
identify or resolve the issue, then run those required (data fix SOL's when required) and
update SR's and co ordinate with Oracle Support team till closure

In case, if the issue requires the support of Database Technical Consultants/DBA, then
Describe and transfer the issue to vendor's Technical team with the inputs. Monitor and help
Technical team to complete the task

The entire process should be conducted under the supervision of YWC's staff

Knowledge transfer on closure of each individual issue to YWC's concerned staff
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c. Knowledge Transfer: When necessary YWC might inquire for training or knowledge transfer
services for YWC functional team on the implemented modules.
d. New Requirements and Enhancements:
» Data-loading activities to EBS (using APIs or Data-Loader) including customization of
existing PL/SQL codes or developing new ones.
= Development activities related to EBS (including Forms, Reports, APIs, Integrations,
Customization, Personalization, etc...). i.e.:
= Developing new customized reports, or assisting YWC in developing it.
= Developing new APIs, or assisting YWC in developing it.
= Provide functional and operational support to the application super users by assisting them
in addressing and handling requests for new report as well new business process
improvements.
= New functionality or re-configuration for the deployed EBS components
=  Workflow adjustment and reconfiguration.
7. Vender's Role

= Support Delivery or Account Manager to handle all communications
= Obligations:
1. Vendor commits to provide the best caliber to handle the requested services, according to
industry standards and best scenarios
2. Vendor is committed to provide the full knowledge transfer for YWC's technical team.
Monthly Report describing the support issues
4. Periodical Service Review Meetings, the issues to be covered in the said meetings will
include (as applicable):
= Service/Support Performance Levels
= System Administrative Security Issues
= Changes Proposed

w

8. YWC's Role

8.1. Provide hardware/OS/DB administration assistance, for monitoring and analysis of system
performance

8.2. Assignment of YWC's support contact person to handle all support communication with
vendor Support any other applications or any third party software integrated with the Oracle EBS
system supported by vendor

8.3. Support any other applications or any third party software integrated with the oracle EBS
system supported by vendor.
8.4. Take regular backups based on the backup and recovery strategy agreed forward by vendor;

responsibility is also extended to ensuring the validity of these backups through regular testing of
the backup material

8.5. In case of any technical problem that is related to the integration part with any of the third
party systems, its YWC's responsibility to handle and facilitate the coordination with that third
party vendor(s)

8.6. Provide a valid CSI Oracle support site account to conduct any required (SRs)

8.7. YWC shall provide vendor's consultants with the list of expected services (if other than
above support services), and based on mutual agreement, vendor's consultants shall deliver
accordingly.
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9. EBS APPLICATION PERFORMANCE
- This section is considered part of the "Technical Support "services mentioned in section (6.1) above
9.1. Service provider is responsible to optimize the performance of Oracle E-Business Suite and
the underlying technologies, by detect, diagnose and resolving performance related issues in a
seamless yet proactive manner, these technologies includes but not limited to:
o Databases performance, storage analysis, and capacity planning.
e Oracle Application Servers.
e Concurrent Managers.
9.2. Service provider is responsible to optimize detect, diagnose and
resolving performance and availability issues that are related to the following
layers but not limited to:
e Poor Response Time
e Concurrent Managers processes
o Application, database
e User(s) activities that are significantly contributing to the load
¢ Tune the performance of General Ledger activities
e EXxisting programs, custom code(s), API, etc., that are performing
poorly
e Oracle RDBMS background processes
¢ Increased size of cache and log files and database locks
¢ Monitor the components of the Oracle E-Business Suite technology
stack to ensure performance and availability, and easily locate the
specific application, form and user responsible for performance
bottlenecks, diagnose its root cause, and quickly resolve the issue -
before end users are affected,
e Provide views of CM Request activity to enable effective
management of system Workload
e Provides reporting for Service Level Agreement management
10. Performance Management Approach:

Detect - Proactive monitoring of every layer of the technology stack as they relate to the Oracle E-
Business Suite
Diagnose - Real-time diagnostics that show the actual server processes and flow of data in Oracle
E-Business Suite environment
Resolve - Quick resolution of problematic issues before application performance is adversely
affected

11. SERVICE LEVEL AGREEMENT (SLA)

A well-defined and properly supported SLA with a support package that guarantees a qualified
Technologist will respond to support requests and start working on resolving issues within an agreed
upon amount of time. The SLA should sets clear expectations about how the provider's teams will work
together to maintain the support level(s).

Proactively manages the EBS infrastructure and not to sit back and wait for tickets to arrive. Service
Provider should actively and continually monitors the system to detect faults or maintenance issues that
may affect end users.

Assist YWC with supporting all stages of application lifecycle. This includes recommendations for

Patch Application, technology upgrades, security hardening and capacity management. Service
Provider should lay out a customized roadmap tailored to YWC's growth curve, strategic initiatives and
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technology infrastructure that ensures that the system can meet the needs of business bothnow and in
the future. Vendor is committed to the following Mission Critical Support Policy for the offered
support services:

Severity Level

Description

Response Type and Duration

Phone Support

Remote Support

Onsite Support

Level 1 All system services are Within 1 hour of | Within 2 hours of Within 4 hours of
down, the system is receiving the the phone support

Critical completely down and incident failure notification The remote support
client is not able to notification
proceed with its business failure  notification

Level 2 Part of the system Within 3 hours Within 5 hours of Within 24 hours of
services is down; the of receiving the | the phone support

Major client is able to proceed incident failure notification The remote support
with its business with notification
some difficulties being failure notification
noticed in part of the
system

Level 3 The system is up and Within 5 hours Within 24 hours of Within 48 hours of
running, the client is able | of receiving the | the phone support

Minor to proceed with its incident failure notification the remote suppot
business but some minor | notification
issues are seen with the failure notification
system

Level 4 Changes/ maodification to | Within 24 hours | Within 48 hours of Within 4 working days of

Additional/ Cosmetic

the system for the
purpose of appearance
or cosmetic changes.
(E.g. changing literal,
positioning of information
on reports or screens),
and do not affect the
functionally

of receiving the
incident
notification

the phone support
failure notification

the remote support

failure notification

%+ The service provider shall abide to the response duration mentioned in the table above and any delay in
response shall be settled by YWC’s Supply Bylaw.

12. PROPOSAL SUBMISSION REQUIREMENTS

12.1.

General

Proposals must address the proposal content requirements as outlined herein, must be well ordered,
detailed, comprehensive and readable. Clarity of language, adherence to suggested structuring, and
adequate accessible documentation is essential to YW(C's ability to conduct a thorough evaluation
of Proposals and are the Bidder's responsibility.

12.2. Validity Period
Proposals shall remain valid for a period of 90 days from the closing date for Proposals. YWC
reserves the right to request an extension of the validity period. Any request by YWC or response
from a Bidder for an extension of the validity period is to be made in writing. The Bidder granting
the extension will not be permitted to modify the Proposal unless otherwise agreed with YWC.
Should the Bidder refuse the request to extend the validity period, the Bidder shall be deemed to
have withdrawn the Proposal.

12.3. Confidentiality Agreement

Each Bidder irrevocably agrees:
e To treat the information contained in this RFP as confidential; and
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e Not to disclose either directly or indirectly or to authorize its employees, advisors,
subsidiaries or representative to disclose any information whatsoever, except under the
conditions specified in the Confidentiality Agreement.

Each Bidder must provide a signed copy of a Confidentiality Agreement to YWC before
being allowed to utilize the Data and in advance of the Proposal. No Proposal will be
accepted from any Bidder who has not submitted a signed Confidentiality Agreement to

YWC.

12.4. Language of Proposal
The Proposal, and all correspondences and documents related to the Proposal exchanged by the
Bidder and YWC shall be written in English
12.5. Cost of Preparing Proposals.
The Bidder shall bear all costs associated with the preparation and submission of its Proposal
and YWC will in no case be responsible or liable for those costs, regardless of the conduct of
or outcome of the Proposal evaluation process.
12.6. Proposal Documentation and Delivery
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The Proposal must be clearly marked (Tender Number, Tender Name, and Bidder
Name) containing the following:

i. Three (3) hardcopies and one soft copy (CD) of the Technical Proposal in addition to

requested documents.

ii. Three (3) hardcopies and one soft copy (CD) of the financial offer as specified in the RFP

and should also include the Letter of Tender filled and duly signed tender form. The Letter
of Tender shall be signed by the authorized person(s) of the Bidder.

iii. Bid Security: Bids shall be accompanied by a bid bond in the amount and currency

stipulated in the RFP Instructions.

12.7. Proposal Content

ALL PROPOSALS MUST ADDRESS OR CONTAIN THE ITEMS DETAILED BELOW TO
BE CONSIDERED FOR EVALUATION.

A. Technical and corporate capability

SECTION 1 - EXECUTIVE SUMMARY

A description of the Bidder's understanding of the scope, and approach to managing the
deliverables defined in this REP with reference to sections where detailed discussion of each
point can be found (6 pages)

SECTION2-CORPORATE

e A

Provide a brief description of the Bidder's company, purpose, and history of successes
Company or Bidder business name, address, and country of residence or registration
Current client list, highlighting any potential conflicts of interest

Identify key personnel to be assigned to this Agreement, the responsibilities and relevant
experience of each individual.

Experience in Implementation/Maintenance of Oracle E-Business Suite
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6. Detail the past experience of the above named supply professionals, consultants and
subcontractors, i.e. relevant projects.

7. Bidders are requested to submit copies of their audited financial statements for the most
recent three (3) years.

8. Bidder should be Oracle partner.

SECTION 3 - APPROACH AND WORK PLAN
1. Approach and methodology of post implementation support

2. Work plan, milestones and deliverables
3. Specific previous experience for both company and staff in:
a. Similar organizations in the region with similar business processes
b. Similar project architecture and EBS components
4. Quality Control Plan: including how performance would be managed, customer service
concerns met, and complaint handling process.

SECTION 4-PROJECT STAFF
1. Provide a listing of proposed staff and number of staff in each team), description of each

team’s role, including Oracle Functional Consultant, Technical Team, Integration
Consultant, Architect, Techno-Functional, Analyst, DBA, Developers, etc

2. Qualification, competence practical experience, and roles and responsibilities of
proposed staff and detailed CV's must be included for key staff.

SECTION 5 - REQUIRED AGREEMENT

The Bidder shall indicate that it is willing and able to enter into Service Level Agreement with
YWC as expeditiously as possible unless extended by YWC at its sole discretion consistent with
the Terms of this REP in a form and content as set out in Section 11 to this REP, subject to such
additions and revisions as may be agreed.

. Financial Proposal
Vendor should provide BREAK DOWN table that illustrates main items and optional items (if
any) with related quantities and prices.

Pricing:
1. Technical Support: One Year, 24X7X365
2. Functional & Operational Support
i.  Required Man-days: Up to 40 Man-Days as follows
o Minimum: YWC is committed for minimum 10 man-days
o Additional Man-Days (Optional):
e If needed, YWC should be eligible to increase the man-days with
(extra 30 days), which means up to maximum 40 Days in total
e The extra (30) Man-days might be requested individually or in
packs
e Bidder MUST clearly indicate the unit price for the extra man
Days
e YWC is ONLY entitled for the actually consumed man-days;
(Minimum 10 man-days and Maximum 40 man-days)
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