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TERT'S OF REFERE}IGE

MANTENAT{GE AND TECHNIGAL SUPPORT FOR THE AUTOMATED DOCUMENT
DELTVERY SYSTEi' (ADDS} OF THE QUEZON CITY GOVERNMENT . BUSINESS
PERMTTS Al{D LICENSING DEPARTIUIENT (BPLD)

I. PROJECTEACKGROUND

The Local Govemment of Quezon City, through its Business Permits and
Licensing Departnent (BPLD), has implemented the Automated Document Deli'rery
System (ADDS) to sbeamline and enhance the efficiency of document processing and
delivery. ADDS is integral to actrieving tho BPLD's goal of providing faster, more
accessible, and reliable services for businesses and stakeholdqs. lt has reduced the
need for manual document handling and offers a secute, electonic delivery system for
business-related permik, dearances, and licenses-

To maintain optirnal functionality and ensure the system's capaci$ to handb
increasing user demands, ongoing technical support and maintenan@ arc necessary,
This includes regular softrare updatc, s€curity patches, toubleshooting, and user
support. The system's seamless operation is vital to the BPLD's commitnent to
excellent customer service and regulatory compliance, wttich positively impacfs the
business environment in Quezon City.

The proposed projed for maintenance and technical suppoil airns to address
both preventive and mnec{ive aspecG of system management ensuring minirnal
dovvntime, data integrity, and a high standard of seMce availability. This support will
help the BPLD achleve ib objectives in fostering a bansparent efficient, and busine€s-
friendly environment within Quezon City.

The Local Govemment of Quezon City is issuing this Terms of Reference to
invite interested and qualified private sector entities with proven trac* record, financial
capacity, operating capability and relevant licenses to ptovide ongoing maintenance and
supportfor QCADDS.

II. PROJECT DESCRIPTEN

ln cognizance of the critical importanc€ of ensuring the reliability, security, and
continued smooth opeEtion of the Quezon Clty Automated Document Delivery System
the aim of the projed is to provide ongoing maintenance and technical support services
to this system pardcularly as follows:

'l) Ensure the uninterupted operation of the QCADDS-
2) Address any tectnical issues promptly to minimize down0me and dbruptions.
3) lmplement regular updates and enhancements to imprcYe s)rstem

perfu rmance and seanritY.
4) Provide ongoing technical support to adminishabrs, validators' and

applicants.
5) Maintain data integrity and securlty of the system.

III. PROJECTSCOPEOFWORK

The prospedive bidders shall bid and provide a '|2+nonth standby maintenance
and technical support to QCADDS in compliance with data secilrity standards and the
Data Privacy Ad. of 2012 and as a minimum, shall have following features and
deliverables, to wit:
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A" 24' TECHNICAL SUPPORT

1) Provide round-thFdock technical
support to address any system-rehted
issues or emergencies;

2) Ofier
trough
system

oficial channels for support
an online suppoft tid<eting

B. REGULAR MAINIENANGE

1) Perform routine maintenance tasks
such as system monitoring and server
maintenance;

2) Apply seority patches and searity
updates to enEure the slretem's stability
and seo.rrity, vutren required;

3) Conduct regular bad<ups of Ele system
data to prevent data loss.

C. USERSUPPORT AITID TRAilING

1) Ofier assistance and guidance to
system adminisfatorc and tralidators

on using the system effec{ively

2) Prwide fraining as needed.

D. SECURITY AI.ID COTTPLIANCE

1) Monitor and update seorrity measures
to protect against qbeIseority thr€ats,
including malware, phishing, and
unauthorized access;

2) Ensure complhnce with relevant
regulations and standards, sucfi as
data privacy laws and industry best
practices-

U, PR(NECT STANDARDS & REQUIREMENTS

A Track Reclrd

'l ) Bidders must have Platinum status in PHILGEPS,

2) Bidders must be a duly rcgistercd entity with SEC/DTI filing
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a) The Bidder/SeMce Pmvider must be fil€d with SEC/DTI as an lT company
with fre purpose of trading goods and services sucfr as softlrrrare s]rstems.

b) The Bidder must be in the same industry as per their SEC/DTI filing for at
least three (3) years.

c) The Bidder must be abl6 to tully deliver all components of the projects within
a period of 360 calendar days upon issuance of the Notice to Proceed

d) The Bidder must be duly registered under the National Privacy Commiseion.
e) The Bidder shall guarantee that the system shall abide by the DATA

PRIVACY ACT OF 2012fo ensure that the personal information is protected.

B. Organization

1) The prospective bidder must be a reputable lnformation Technology Firm with at
least three (3) years of business operation in the design, development"
implementation, and mairtenance of Business Management Spterns.

2) The prospective bidde/s team should have local and intemational prcfeseional
applied experience and skills and qualilications as follows:

a) A Degree in a relevant field (Computer Science, Dataflnformation
Management, Advanced Statistical Analpis, lnformation Techrology, and
Softrare Engineering) with a Professional Regulatory Commission License.

b) At least a minimum of 10 years of experience related to data
managemenUdatiabase development and arciiving, including the use of web-
enabled plafiorms and @mmon reporting analysis tools,

c) Demonsfuated eleerience in developing, implementing and operating similar
systems.

d) Demonstration experience in application development and deployment and in
data analytics with the use of advanced algorithms and artificial intelligence,
evidened by use cases and patent in advanced algorithms and use cases
(either filed, pending or granted).

e) Proven professional elqerience in database tecfinologies end to end,
induding web dient development and deployment database management
and development of webbased information systems.

f) Competent and dedicated staff that can be rcached for feedback having at
least 5 years of rdated work experience.

g) Excellent communication and writing skills.

V. PROJECT DURATIOT{

This projecl shall be irnplemented within a perlod of three hundred si:<fy (360)
calendar days from lssuance of Notice to Proceed.

VI. APPROVED BUDGET FOR THE CONTRACT

A. The approved budget fior the project is One Mlllion Pesos (PhP 1,000,000.00)
based on 8fi) hours of delivered maintenance and technical support.

B. COST BREAIOOWN - The services shall be ciarged on a fxed hourly
consumable basis. The provider shall proMde an Online Support Ticketing
System to activate and tack maintenance and technical issues to their
resolution.
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ArnountDescri
1) Standby Tech Support including:

a) ProMde round-the-dock technical support to
address any sptem-related issues or
emergencies.

b) lnvestigation, root @use analysis and bug fixes.

c) Network Support Ensuring the stability and
security of the network infrastudure. This may
involve troubleshooting network connec{ivity
issues, optimilng netrork performance, and
implementing security rneasur€s. Does not
include provisioning of a new infrasfrudurc.

d) Remote Support Providing assistance to usors
remotely, induding Uoubleshooting application
issues, conffguring setUngs, and rcsoMng
tec*rnical problems without the need for on<ite
visits.

e) Monitor and update security measures to protect

against cyber security threats, including malware,
phishing, and unauthorized access.

f) Server Managernent: Managing sen ers, including
engagement, installation, configuration,
monitoring, and mainbnance to ensure they
operate efficienUy and securely.

g) Ofier muhiple channels for support, including
group chat, phone and online support ticketing
system.

h) Otrer assistance and guidance to system

adminishators and validators on using the system

effectively and provide taining as needed.

2) Project Govemance

.000.00Ph 1TffilArnount

Note.'Ptojec{ gaveman@ is the ongaing managenwrt, ovedght" and quality antol of
the maintenane and technical support delivered by the sudier to the Quezon City
BPLD. tt ensures that the suppott and maintenane of the sysfems is eanied ortt
efrcieltfly, fransparcnfly, aN in alignnent wfth AE seruice delitrery needs of the Quezoln
City BPLD.

C. NO PRIGE AIUUSTMENT - The p'Djec{ cqst shall be fixed and there shall be no
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price adjustrnents applicable for the duration of the mntract except when the
operations costs are incr€ased by more than 10% as a result of any
e:draordinary circumstance as IDENTIFIED by the National Economic
Development Authority (NEDA). Pursuant to the provisions of RA 9184 and its
IRR on contra€f price escalations, all contract price escalation shall be approved
by the Govemment Proctrement Poliry Board (GPPB).

VII. BASIS OF PAYIIENT

MILESTONES ACCEPTAI{CE CRITERIA
PERCEIfTAG

E BILUNG

1) Project preparation and
mobilization. Activation of an
Online Support Tic'keting
SlBtem.

Signed otr by the clienfs
authorized personnel. 15%

2) Delivery of maintenance and
technical services as verified
from the Online Support
Ticketing System, at end of the
3d month of the contrac{ or
oonsumption of 300 hours
beforehand, whicfiever comes
first.

Signed off by the clients
authortzed personnel. 5/lo]io

3) Detivery of maintenanoe and
tectrnical services ae verified
from the Onlino SuPPort
Ticketing Sptem, at end of the
th month of the contract or
consumption of 500 hours
beforehand, vYhichever comes
first.

Signed otr by the dienfs
authorized personnel.

2t%

4) Delivery of maintenance and
technlcal services as veffied
from the Onlino SuPPot
Tlcketing System, at end of the
126 month of the contact or
consumption of 800 hours
befolehand, wttichever comes
first.

Signed off by the dienfs
authorized personnel.

15olo

TOTAL {00%
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VIII. WARRANTYAT{D GT'ARANTEE REQTJIREflENTS

a. Reaponse Time: A commitrnent to sFcific response times based on the
severity of the issue (e.9., Critical issues responded to within 2 hours, High
within 4 hours, and Low within 24 hours).

b. Regular Sysbm Health Cherks: Quarterly scheduled maintenance to
monitor s)rstem performance, security updates, and optimize the system to
prevent potential issues, when required.

c. Patch and Update anagement: Guarrantee that all relevant softtnare
patches, seqlrity updates, when reguired, and syetem updates will be apdied
promptly to keep the s),stem up to date and secure.

d. Emergency Support: A 24ft emergency support option for cn'tical issues,
ensuring that the dient can reacfi a support team member any time they
experience major disruptions or iallures.

e. Third-Parfy Sorftrare and Hardware: While support for third-pafl
components can be inc{uded, the guarantee shall exclude any issues caused
by extemal sofuEre, hardware, or services outside of the system itself.

Ix. PENALTIES FOR BREACH OF CO]ITRACT

Failure to deliver the serulces accordlng to the standards and requirements set
by the City shall cons0tute an offense and shall subiect the Supptier to penalties
and/or liquidated damages pursuant to RA 9184 and its revised implementing
Rules and Regulations.

X. CAI{CELLATION OR TERITINATION OF CONTRACT

The guidelines contained in RA 91&4 and its revised IRR shall be follosed in the
termination of any service contract, ln the event the City terminated the Conhad
due b default insoh/€ncy, or for cause, it may enter into negotiated proanrcment
pursuant to section 53 (d) of RA 9184 and its lRR.

I
Terms of Refurence endorH, reviewed and certified by

. ME'IA DPA
nt rtrnent Head lll, BPLD

rulil
PAUL RENE S. PADILLAT
Head, QCITDD 4

Approved by:

mr VICTOR N. ALIMURUNG
Cily Adminlstratorfi.

TOR: OCADDS i/Hnttrr4 ce td TodrtLd g.mort
Pege 6 d6


