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Preface

These Philippine Bidding Documents (PBDs) for the procurement of Coods
through Competitive Bidding have been prepared by the Government of the Philippines
for use by any branch, constitutional commission or office, agency, department, bureau,

office, or instrumentality of the Govemment of the Philippines, National Government
Agencies, including Government-Owned and/or Controlled Corporations, Government
Financing Institutions, State Universities and Colleges, and Local Govemment Unit.
The procedures and practices presented in this document have been developed through

broad experience, and are for mandatory use in projects that are financed in whole or in
part by the Govemment of the Philippines or any foreign government/foreign or
intemational financing institution in accordance with the provisions of the 2016 revised

Implementing Rules and Regulations of Republic Act No. 9184.

The Bidding Documents shall clearly and adequately define, among others: (i)

the objectives, scope, and expected outputs and/or results of the proposed contract or

Framework Agreement, as the case may be; (ii) the eligibility requirements of Bidders;

(iii) the expected contract or Framework Agreement duration, the estimated quantity in

the case of procurement of goods, delivery schedule and/or time frame; and (iv) the

obligations, duties, and/or functions of the winning bidder.

care should be taken to check the relevance of the provisions ofthe PBDs against

the requirements of the specific Goods to be procured. If duplication of a subject is

inevitable in other sections of the document prepared by the Procuring Entity, care must

be exercised to avoid contradictions between clauses dealing with the same matter.

Moreover, each section is prepared with notes intended only as information for

the Procuring Entity or the person drafting the Bidding Documents. They shall not be

included in the final documents. The following general directions should be observed

when using the documents:

a, All the documents listed in the Table of contents are normally required

for the procurement of Goods. However, they should be adapted as

necessary to the circumstances of the particular Procurement Project'

b. Specific details, such as the "name of the Procuring Entity" and "address

forbidsubmission,"shouldbefumishedinthelnstructionstoBidders,
Bid Data Sheet, and Special Conditions of Contract. The final documents

should contain neither blank spaces nor options'

This Preface and the footnotes or notes in italics included in the Invitation

to Bid, Bid Data Sheet, General Conditions of Contract, Special

Conditions of Contract, Schedule of Requirements, and Specifications are

not part of the text of the final document, although they contain

instructions that the Procuring Entity should strictly follow'

c

d The cover should be modified as required to identifr the Bidding

Documents as to the Procurement Project, Project Identification Number,

and Procuring Entity, in addition to the date of issue'
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Modifications for specific Procurement Project details should be provided
in the Special Conditions of Contract as amendments to the Conditions of
Contract. For easy completion, whenever reference has to be made to
specific clauses in the Bid Data Sheet or Special Conditions of Contract,
these terms shall be printed in bold typeface on Sections I (Instructions to
Bidders) and III (General Conditions of Conhact), respectively.

For guidelines on the use of Bidding Forms and the procurement of
Foreign-Assisted Projects, these will be covered by a separate issuance

of the Govemment Procurement Policy Board.

f.
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Glossary of Acronyms, Terms, ond
Abbreviations

ABC - Approved Budget for the Contract

BAC - Bids and Awards Committee.

Bid - A signed offer or proposal to undertake a contract submitted by a bidder in response to
and in consonance with the requirements of the bidding documents. Also referred to as

Proposal and Tender. (2016 revised IRR, Section 5[c])

Bidder - Refers to a conhactor, manufacturer, supplier, distributor and/or consultant who

submits a bid in response to the requirements of the Bidding Documents. (2016 revised IRR,

Section 5[d])

Bidrting Documents - The documents issued by the Procuring Entity as the bases for bids,

fumishing all information necessary for a prospective bidder to prepare a bid for the Goods,

Infrastructure Projects, and/or Consulting Services required by the Procuring Entity. (2016

revised IRR, Section 5[e])

BIR - Bureau of Intemal Revenue.

BSP - Bangko Sentral ng PiliPinas

Consulting Services - Refer to services for Infrastructure Projects and other types ofprojects

or activities of the GOP requiring adequate extemal technical and professional expertise that

are beyond the capability and/or capacity ofthe GOP to undertake such as, but not limited to:

(i) advisory and ieview services; (ii) pre-investment or feasibility studies; (iii) design; (iv)

construction supervision; (v) management and related services; and (vi) other technical services

or special studies. (2016 revised IRR, Section 5[i])

CDA - Cooperative Development Authority.

Contract - Refers to the agreement entered into between the Procuring Entity and the Supplier

or Manufacturer or Distributor or Service Provider for procurement of Goods and Services;

Contractor for Procurement of Infrastructure Projects; or Consultant or Consulting Firm for

Procurement of Consulting Services; as the case may be, as recorded in the Contract Form

signed by the parties, inciuding all attachments and appendices thereto and all documents

incorporated by reference therein.

CIF - Cost Insurance and Freight.

CIP - Carriage and Insurance Paid.

CPI - Consumer Price Index.

DDP - Refers to the quoted price of the Goods, which means "delivered duty paid'"

DTI - Department of Trade and Industry.

EXW - Ex works.

FCA - "Free Canier" shipping point'
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FOB - "Free on Board" shipping point.

Foreign-funded Procurement or Foreign-Assisted Project- Refers to procurement whose

funding source is from a foreign govemment, foreign or intemational financing institution as

specified in the Treaty or Intemational or Executive Agreement. (2016 revised IRR, Section
stbl).

Framework Agreement - Refers to a written agreement between a procuring entity and a
supplier or service provider that identifies the terms and conditions, under which specific
purchases, otherwise known as "Call-Offs," are made for the duration of the agreement. It is in
the nature of an option contract between the procuring entiry and the bidder(s) granting the

procuring entity the option to either place an order for any ofthe goods or services identified
in the Framework Agreement List or not buy at all, within a minimum period of one (l) year

to a maximum period of three (3) years. (GPPB Resolution No. 27-2019)

GFI - Govemment Financial Institution.

GOCC - Govemment-owned and/or -+ontrolled corporation

Goods - Refer to all items, supplies, materials and general support services, except consulting
Services and Infrastructure Projects, which may be needed in the transaction of public

businesses or in the pursuit ofany govemment undertaking, project or activity, whether in the

nature of equipment, fumiture, stationery, materials for construction, or personal property of
any kind, including non-personal or contractual services such as the repair and maintenance of
equipment and fumiture, as well as trucking, hauling, janitorial, security, and related or

anatogous services, as well as procurement of materials and supplies provided by the Procuring

Entity for such services. The term "related" or "analogous services" shall include, but is not

limited to, lease or purchase of offrce space, media advertisements, health maintenance

services, and other services essential to the operation of the Procuring Entity. (2016 revised

IRR, Section 5[r])

GOP - Govemment of the Philippines.

GPPB - Government Procurement Policy Board.

INCOTERMS - International Commercial Terms.

Infrastructure Projects - Include the construction, improvement, rehabilitation, demolition,

repair, restoration or maintenance of roads and bridges, railways, airports, seaports,

communication facilities, civil works components of information technology projects,

inigation, flood control and drainage, water supply, sanitation, sewerage and solid waste

maiagement systems, shore protection, energy/power and electrification facilities, national

buildirgs, school buildings, hospital buildings, and other related construction projects of the

govemi-rent. Also referred to as civil worlu or worps. (2016 revised IRR, Section 5[u])

LGUs - Local Govemment Units.

NFCC - Net Financial Contracting Capacity.

NGA - National Govemment AgencY.

PhiIGEPS - Philippine Govemment Electronic Procurement System'

Procurement Project - refers to a specific or identified plocurement coverin_g goods,

infrastructure projict or consulting services. A Procurement Project shall be described,

detailed, and scheiuled in the Project Procurement Management Plan prepared by the agency
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which shall be consolidated in the procuring entity's Annual Procurement Plan. (GPPB Circular
No. 06-2019 dated l7 July 2019)

PSA - Philippine Statistics Authority.

SEC - Securities and Exchange Commission.

SLCC - Single Largest Completed Contract.

Supplier - refers to a citizen, or ary corporate body or commercial company duly organized
and registered under the laws where it is established, habitually established in business and

engaged in the manufacture or sale ofthe merchandise or performance ofthe general services

covered by his bid. (Item 3.8 of GPPB Resolution No. 13-2019, dated23 May 2019). Supplier

as used in these Bidding Documents may likewise refer to a distributor, manufacturer,

contractor, or consultant.

UN - United Nations
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Section I. Invitation to Bid

Notes on the Invitation to Bid

The Invitation to Bid (lB) provides information that enables potential Bidders to decide
whether to participate in the procurement at hand. The IB shall be posted in accordance with
Section 2l .2 ofthe 2016 revised IRR of RA No. 9184.

Apart from the essential items listed in the Bidding Documents, the IB should also indicate
the following:

a. The date of availability of the Bidding Documents, which shall be from the time
the IB is first advertised/posted until the deadline for the submission and receipt

ofbids;

b. The place where the Bidding Documents may be acquired or the website where

it may be downloaded;

c. The deadline for the submission and receipt of bids; and

d. Any important bid evaluation criteria (e.g, the application of a margin of
preference in bid evaluation).

The IB should be incorporated in the Bidding Documents. The information contained in the

IB must conform to the Bidding Documents and in particular to the relevant information in

the Bid Data Sheet.
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Section II. Instructions to Bidders

Notes on the Instructions to Bidders

This Section on the Instruction to Bidders (ITB) provides the information necessary for
bidders to prepiue responsive bids, in accordance with the requirements of the Procuring

Entity. It also provides information on bid submission, eligibility check, opening and

evaluation ofbids, post-qualification, and on the award of contract.
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l. Scope ofBid

The Procuring Entity, Quezon City Locat Government wishes to receive Bids for the

MODIFICATION AND ENHANCEMENT OF THE QUEZON CITY
HOTLINE 122 SERVICE MANAGEMENT SYSTEM FOR CITIZENS'
CONCERNS with identification number QCDRRMO-25-IT-0367B.'

[Note: The Project ldentification Number is assigned by the Proctring Entity based on

its ovw coding scheme and is not the same as the PhiIGEPS reference number, which

is generated after the posting ofthe bid opportunity on the Ph|IGEPS website.l

The Procurernent Project (referred to herein as "Project") is composed ofOne (l) item'

the details of which are described in Section VII (Technical Specifications).

2. Funding Information

2.t. The GOP through the source of funding as indicated below for 2025 in the

amount of SEVEN MILLION THREE HUNDRED FIFTY THOUSAND

TWO HUNDRED FIFTY EIGHT PESOS AND 00/100 ONLY (Php

7,350,258.00).-

2.2. The source of funding is:

a. LGUs, the Annual or Supplernental Budget, as approved by the Sanggunian'

Bidding Requirements3

The Bidding for the Project shall be govemed by all the provisions of RA No. 9184 and

its 2016 revised IRR, including its Generic Procurement Manuals and associated

policies, rules and regulations as the primary source thereoi while the herein clauses

shall serve as the secondary source thereof'

Any amendments made to the IRR and other GPPB issuances shall be applicable only

to ihe ongoing posting, advertisement, or IB by the BAC through the issuance of a
supplernental or bid bulletin.

The Bidder, by the act of submitting its Bid, shall be deerned to have verified and

accepted the general requirernents ofthis Project, including other factors that may affect

the cost, durition and execution or implernentation ofthe contract, project, or work and

examine all instructions, forms, terms, and project requirements in the Bidding

Documents.

Corrupt, Fraudulent, Collusive, and Coercive Practices

The Procuring Entity, as well as the Bidders and Suppliers, shall observe the highest

standard of ethics during the procurement and execution of the contract. They or

through an agent shall not engage in comrpt, fraudulent, collusive, coercive, and

obstructive practices defined under Annex "I" ofthe 20'16 revised IRR ofRA No. 9184

or other integrity violations in competing for the Project.

4
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5. Eligible Bidders
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5.1 . Only Bids of Bidders found to be legally, technically, and financially capable

will be evaluated.

Foreign ownership exceeding those allowed under the rules may participate

pursuant to:

i. When a Treaty or Intemational or Executive Agteement as

provided in Section 4 ofthe RA No. 9184 and its 2016 revised IRR
allow foreign bidders to participate;

<')

5.3.

ll.

lt l.

Citizens, corporations, or associations ofa country, included in the

list issued by the GPPB, the laws or regulations of which grant

reciprocal rights or privileges to citizens, corporations, or

associations of the PhiliPPines;

When the Goods sought to be procured are not available from local

suppliers; or

When there is a need to prevent situations that defeat competition

or restrain trade.

6

5.4. The Bidders shall comply with the eligibility criteria under Section 23.4.1 of the

2016 IRR ofRA No. 9184

7. Subcontracts

Origin of Goods

Thereisnorestrictionontheoriginofgoodsotherthanthoseprohibitedbyadecision
of the uN Security council taken undei chapter vII ofthe charter ofthe UN, subject

to Domestic Preference requirements under ITB Clause l8'

For the procurement of Non-Expendable Sipplies and Services: The

Bidder must have completed a single contract that is similar to this

Project, equivalent to at least fifty percent (507o) ofthe ABC'

The Bidder may subcontract portions of the Project to the extent allowed by the

Procuring Entity as stated herein, but in no case more than twenty p ercenl (20o/o)

ofthe Project.

The Procuring Entity has prescribed that: Subcontacting is not allowed'

lv.

Pursuant to Section 23.4.1.3 ofthe 2016 revised IRR of RA No'9184, the Bidder

shall have an sLCC that is at least one (l) contract similar to the Project the

value of which, adjusted to current prices using the PSA's CPI, must be at least

equivalent to:

a.

7 .1.

/*

8. Pre-Bid Conference
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The Procuring Entity will hold a pre-bid conference for this Project on the specified
date and time and either at its physical address and/or through videoconferencing as

indicated in paragraph 7 of the IB.

9. Clarification and Amendment of Bidding Documents

Prospective bidders may request for clarification on and/or interpretation ofany part of
the Bidding Documents. Such requests must be in writing and received by the

Procuring Entity, either at its given address or through electronic mail indicated in the

IB, at least ten (10) calendar days before the deadline set for the submission and receipt

of Bids.

10. Documents comprising the Bid: Eligibitity and Technical Components

10.1. The first envelope shall contain the eligibility and technical documents ofthe
Bid as specified in Section VIII (Checklist of Technical and Financial
Documents).

10.2. The Bidder's SLCC as indicated in ITB clause 5.3 should have been completed

withir. the last three (3) yean prior to the deadline for the submission and receipt

of bids.

10.3 If the eligibility requirements or statements, the bids, and all other documents

for submission to the BAC are in foreign language other than English, it must

be accompanied by a translation in English, which shall be authenticated by the

appropriate Philippine foreign service establishment, post, or the equivalent

ofirce huring jurisdiction over the foreign bidder's affairs in the Philippines'

Similar to the required authentication above, for Conhacting Parties to the

Apostille Conveniion, only the translated documents shall be authenticated

through an apostille pursuant to GPPB Resolution No. 13-2019 dated 23 May

201g.-The English translation shall govem, for purposes of interpretation of the

bid.

11. Documents comprising the Bid: Financial Component

I 1 .l . The second bid envelope shall contain the financial documents for the Bid as

specified in Section VIiI (Checklist ofTechnical and Financial Documents).

IftheBidderclaimspreferenceasaDomesticBidderorDomesticEntity,a
certification issued by Dtt shall be provided by the Bidder in accordance with

Section 43.1.3 of the 2016 revised IRR ofRA No' 9184'

AnybidexceedingtheABCindicatedinparagraphlofthelBshallnotbe
accepted.

For Foreign-funded Procurement, a ceiling may be, applied to bid prices

provided tf,e conditions are met under section 31.2 ofthe 2016 revised IRR of

RA No. 9184.

11.2.

l 1.3.

I 1.4

12. Bid Prices

12.1. prices indicated on the Price Schedule shall be entered separately in the

following manner:

a. For Goods offered from within the Procuring Entity's country

l4



iv. The price ofother (incidental) services, ifany, listed in e.

b. For Goods offered from abroad:

u.

l

ll

The price of the Goods quoted EXW (ex-works, ex-factory, ex-
warehouse, ex-showroom, or off-the-shelf, as applicable);

The cost of all customs duties and sales and other taxes already
paid or payable;

The cost of transportation, insurance, and other costs incidental to
delivery ofthe Goods to their final destination; and

Unless otherwise stated in the BDS, the price of the Goods shall

be quoted delivered duty paid (DDP) with the place of destination

in the Philippines as specified in the BDS' In quoting the price,

the Bidder shall be free to use transportation through carriers

registered in any etigible country. Similarly' the Bidder may

obtain insurance services from any eligible source country.

The price of other (incidental) services, ifany, as listed in Section

VII (Technical Specifications).

13. Bid and Payment Currencies

l3.l.ForGoodsthattheBidderwillsupplyfromoutsidethePhilippines,thebid
pricesmaybequotedinthelocalcurrencyortradeablecurrencyacceptedbythe-BSP 

ut th. discretion of the Bidder. However, for purposes of bid evaluation,

Bids denominated in foreign currencies, shall be converted to Philippine

currencybasedontheexchangerateaspublishedintheBSPreferencerate
bulletin on the day ofthe bid opening.

I 3.2. Payment of the contract price shall be made in:

Philippine Pesosa

14. Bid Security

14.1 . The Bidder shall submit a Bid Securing Declarationr or any form of Bid Security

in the amount indicated in the BDS, which shall be not less than the percentage

of the ABC in accordance with the schedule in the BDS'

14.2. TheBid and bid security in no case shall exceed one Hundred Twenty (120)

calendar days from thi date of oPening oJ bids' unless duly extended hy the

bidder upon ie request of the Head oJ the Procuring Entity (HoPE) of the

Quezon'Cily Local Goveinmenl' Any Bid not accompanied by an.acceptable

b-id securiryshall be rejected by the Procuring Entity as non-responsive'

15. Sealing and Marking of Bids

Each Bidder shall submit one copy of the frst and second components of its Bid'

I ln the case of Framework Agreement, the undertaking shall refer to €ntering into contract with the Procuring Enti

rrrl1irii"g 
"f 

ih" p;"r.-"" i""r,ity o, it 
" 

f".fo..ani" secu,ing declararion within ten (10) calcndar days fiom rec
ty and
eipt of

Notice to Execute Framework Agreement

l5
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The Procuring Entity may request additional hard copies and/or electronic copies ofthe
Bid. However, failure of the Bidders to comply with the said request shall not be a
ground for disqualification.

Ifthe Procuring Entity allows the submission of bids through online submission or any

other electronic means, the Bidder shall submit an electronic copy of its Bid, which
must be digitally signed. An electronic copy that caru:ot be opened or is comrpted shall

be considered non-responsive and, thus, automatically disqualified.

16. Deadline for Submission of Bids

16.1. The Bidders shall submit on the sPecified date and time through manual

submission as indicated in paragraph 8 of the IB.

17. Opening and Preliminary Examination of Bids

17.1 . The BAC shall open the Bids in public at the time, on the date, and at the place

specified in paragraph 10 of the IB. The Bidders' representatives who are

present shall sign a register evidencing their attendance' In case

videoconferencing, webcasting or other similar technologies will be used,

attendance of participants shall likewise be recorded by the BAC Secretariat.

In case the Bids cannot be opened as scheduled due to justifiable reasons, the

rescheduling requirements under Section 29 ofthe 2016 revised IRR of RA No.

9184 shall Prevail.

17.2. Tt.rc preliminary examination of bids shall be govemed by Section 30 of the

2016 revised IRR ofRA No. 9184.

18. Domestic Preference

18. t. The Procuring Entity will grant a margin of preference for the purpose of
comparison oiBidr in accordance with Section 43.1.2 of the 2016 revised IRR

of RANo.9184.

19. Detailed Evaluation and Comparison of Bids

19. 1 . The Procuring BAC shall immediately conduct a detailed evaluation of all Bids

rated "passei," using non-discretionary pass/fail criteria' The BAC shall

considei the conditioni in the evaluation of Bids under Section32.2 of the 2016

revised IRR of RA No. 9184.

lg.2.IftheProjectallowspartialbids,biddersmaysubmitaproposalonanyofthe
lotsoriterns,andevaluationwillbeundertakenonaperlotoritembasis'as
thecasemaybe.Inthiscase,theBidSecurityasrequiredbylTBClausel5shall
be submitted for each lot or item separately'

19.3. The descriptions of the lots or items shall be indicated in section vII (fechnical

specilications), although the ABCs of these lots or items are indicated in the

BbS for purposes of thi NFCC computarion pwsuant to section 23.4.2.6 of the

2016revisedIRRofRANo.gl34.TheNFCCmustbesufficientforthetotal
oftheABCsforallthelotsoritemsparticipatedinbytheprospectiveBidder.

19.4. The Project shall be awarded as follows:

One Project having several items that shall be awarded as one contract'

l6



19.5. Except for bidders submitting a committed Line of Credit from a Universal or
Commercial Bank in lieu of its NFCC computation, all Bids must include the

NFCC computation pursuant to Section 23.4.1.4 of the 2016 revised IRR of RA
No. 9184, which must be suffrcient for the total of the ABCs for all the lots or
items participated in by the prospective Bidder. For bidders submitting the

committed Line of Credit, it must be at least equal to ten percent (10%) of the

ABCs for all the lots or items participated in by the prospective Bidder.

20. Post-Qualification

20.1. Within a non-extendible period of five (5) calendar days from receipt by the

Bidder of the notice from the BAC that it submitted the Lowest Calculated Bid,

the Bidder shall submit its latest income and business tax retums filed and paid

through the BIR Electronic Filing and Payment System (eFPS) and other

appropriate licenses and permits required by law and stated in the BDS.

21. Signing of the Contract

21.1 The documents required in Section 37.2 of the 2016 revised IRR of RA No.

9184 shall form part of the Contract. Additional Contract documents are

indicated in the BDS.
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Section III. Bid Data Sheet

Notes on the Bid Data Sheet

The Bid Data Sheet (BDS) consists of provisions that supplement, amend, or specifr in
detail, information, or requirements included in the ITB found in Section Il, which are

specific to each procurement.

This Section is intended to assist the Procuring Entity in providing the specific information

in relation to corresponding clauses in the ITB and has to be prepared for each specific
procurement.

The Procuring Entity should specify in the BDS information and requirements specific to

the circumstances of the Procuring Entity, the processing of the procurement, and the bid

evaluation criteria that will apply to the Bids. In preparing the BDS, the following aspects

should be checked:

a. Information that specifies and complements provisions of the ITB must be

incorporated.

b. Amendments and/or supplements, if any, to provisions of the ITB as necessitated by

the circumstances of the specific procurement, must also be incorporated'
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Bid Data Sheet
ITB

Clause
For this purpose, contracts similar to the Project shall be:

a. A single contract similar to the items to be bid and must be at least fifiy
pe rc e nt ( 5 0 o/o) b7 *",1 A C.

b. Completed within the last three (3) years prior to the deadline for the

submission and receipt ofbids substantially in a FORM prescribed by the

QC-BAC-GOODS AND SERVICES' must be accompanied by a copy

of Certificate of Acceptance by the end-user or Oflicial Receipt (O.R)

or Sales Invoice (S.I.) issued for the Contract.

5.3

Subcontracting is not allowed.7.1

The price of the Goods shall be quotdDDP within Quezon City ot the app

International Commercial Terms (INCOTERMS) for this Project.
licablet2

The bid security shall be in the form ofa Bid S

following forms and amounts:

a. The amount ofnot less than Pftp 147,005.16 or quivalent to two percent

(zYo) of ABC if bid security is in cash, cashier's/manager's check, bank

draff/guarantee or irrevocable letter of credit; or

b. The amount ofnot less than PItp 367'512'i0 or eq''ivalent to five percent

(5%) of ABC if bid security is in Surety Bond.

ecuring Declaration, or anY of the14.1

[In case the Project will be awarded by lot, list the grouping of lots

the group title, items, and the quantity for every identified

corresponding ABC for each lot.l

[In case the project will be awarded by item, list each item indicating its quantity

and ABC.I

by specifying
lot, and the

19.3

List of required licenses and permits

corresponding law requiring it.
relevant to the Project and the

No additional requirements

20.2

Additional required documents relevant to the Project that are req

existing laws and/or the Procuring Entity.

1. Notarized AIfidavit of Undertakings with Project Number and Project Title

stating compliance to the following:
al The system software provider/supplier must deliver the solution usilg

cloud-based Customer Relationship Management (CRM) sewices' The

modifications will enhance the exising CRM systsm used for

managing citizen interactions with the City Government'

b. The system software provider/supplier will conduct the required

Training stated in Section V.C ofthe Terms of Reference .

2. Orgmizalional Chart with Project Number and Project Title

3. List of Manpower with Project Number and Project Title
a. 2 Consultants

uired by

b.2

21.2

/l
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4. Copy of Valid and Curent Registration Certificate from the National Privacy

Commission.

5. Statement of Warranty with Project Number and Proj€ct Title:
o include on-site services to address technical support needs in a timely

marmer, as well as phone or email technical support services for twelve
(12) months from the project cornpletion date.

6. Statement ensuring nondisclosure of the agency's data.

7. Proof that system software provider/supplier is a certified distributor or

manufacturer of the software being used for the modificatiors. '

8. Swom Declaration and Undertaking for Registration of Data Processing

Systems (please see attached prescribed format)

c. 1 Project Manager
d. 1 Technical Consultant

/r
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Section IV. General Conditions of Contract

Notes on the General Conditions of Contract

The General Conditions of Contract (GCC) in this Section, read in conjunction with the

Special Conditions of Contract in Section V and other documents listed therein, should be a

complete document expressing all the rights and obligations of the parties.

Matters goveming performance of the Supplier, payments under the contract, or matters

affecting the risks, rights, and obligations of the parties under the contract are included in

the GCC and Special Conditions of Contract.

Any complementary information, which may be needed, shall be introduced only through

the Special Conditions of Contract.
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1. Scope ofContract

This Contract shall include all such items, although not specifically mentioned, that can

be reasonably inferred as being required for its completion as if such items were

expressly mentioned herein. All the provisions ofRA No. 9184 and its 2016 revised
IRR, including the Generic Procurement Manual, and associated issuances, constitute
the primary source for the terms and conditions ofthe Contract, and thus, applicable in
contract implementation. Herein clauses shall serve as the secondary source for the

terms and conditions of the Contract.

This is without prejudice to Sections 74.1 and74.2 of the 2016 revised IRR of RA No.

9184 allowing the GPPB to amend the IRR, which shall be applied to all procurement

activities, the advertisement, posting, or invitation of which were issued after the

effectivity of the said amendment.

Additional requirements for the completion of this Contract shall be provided in the

Special Conditions of Contract (SCC).

Advance Payment and Terms of Payment

2.1. Advance payment of the contract amount is provided under Annex "D" of the

revised 2016IRR ofRA No. 9184.

2

3

4

2.2.

Performance Security

within ten (10) calendar days from receipt of the Notice of Award by the Bidder from

the Procuring Entity but in no case later than prior to the signing of the Contract by

both parties, the suicessful Bidder shall fumish the performance security in any of the

formi prescribed in Section 39 ofthe 2016 revised IRR of RA No. 9184'

Inspection and Tests

The Procuring Entity or its representative shall have the right to inspect and/or to test

the Goods to confirm their conformity to the Project specifications at no extra cost to

the Procuring Entity in accordance with the Generic Procurement Manual. In addition

to tests in it" SCC, Section IV (fechnical Specifications) shall specift what

inspections and/or tests the Procuring Entity requires, and where they are to be

conducted. The Procuring Entity shall notify the Supplier in writing, in a timely

manner, of the identity of any representatives retained for these purposes'

All reasonable facilities and assistance for the inspection and testing of Goods,

including access to drawings and production data, shall be provided by the Supplier to

the authorized inspectors at no charge to the Procuring Entity'

5. Warranty

The Procuring Entity is allowed to determine the terms of payment on the partial

or staggered delivery of the Goods procured, provided such partial payment

shall correspond to the value ofthe goods delivered and accepted in accordance

with prevailing accounting and auditing rules and regulations. The terms of
payment are indicated in the SCC.

In order to assure that manufacturing defects shall be corrected by the Supplier,

a warranty shall be required from the Supplier as provided under Section 62'l
ofthe 2016 revised IRR of RA No. 9184.

6.1.
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6.2 The Procuring Entity shall promptly notiff the Supplier in writing of any claims
arising under this warranty. Upon receipt of such notice, the Supplier shall,
repair or replace the defective Goods or parts thereof without cost to the

Procuring Entity, pursuant to the Generic Procurement Manual.

6. Liability of the Supplier

The Supplier's liability under this Contract shall be as provided by the laws of the

Republic of the Philippines.

If the Supplier is ajoint venture, all partners to the joint venture shall bejointly and

severally liable to the Procuring Entity.
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Section V. Special Conditions of Contract

Notes on the Special Conditions of Contract

Similar to the BDS, the clauses in this Section are intended to assist the Procuring Entity in
providing contract-specific information in relation to conesponding clauses in the GCC
found in Section IV.

The Special Conditions of Contract (SCC) complement the GCC, speciffing contractual

requirements linked to the special circumstances of the Procuring Entity, the Procuring
Entity's country, the sector, and the Goods purchased. In preparing this Section, the

following aspects should be checked:

a. Information that complements provisions of the GCC must be incorporated.

b. Amendments and/or supplements to provisions of the GCC as necessitated by the

circumstances ofthe specific purchase, must also be incorporated.

However, no special condition which defeats or negates the general intent and purpose of
the provisions ofthe GCC should be incorporated herein.
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S ecial Conditions of Contract
GCC

Clause

[List here any additional requirements for the completion of this Contract. The

following requirements and the corresponding provisions may be deleted,

amended, or retained depending on its applicability to this Contracl:J

Delivery and Documents -
For purposes of the Contract, "EXW," 'FOB," *FCA," "CIF," 'CIP," "DDP"
and other trade terms used to describe the obligations of the parties shall have

the meanings assigned to them by the current edition of INCOTERMS
published by the Intemational Chamber of Commerce, Paris. The Delivery
terms of this Contract shall be as follows:

[For Goods suppliedJrom abroad, state:] "The delivery terms applicable to the

Contract are DDP delivered findicate place ofdestinationl. In accordance with
INCOTERMS.''

[For Goods supplied from within the Philippines, state:l "The delivery terms

applicable to this Contract are delivered [indicate place of destination]. Risk
and title will pass from the Supplier to the Procuring Entity upon receipt and

final acceptance of the Goods at their final destination'"

Delivery of the Goods shall be made by the Supplier in accordance with the

terms specified in Section VI (Schedule of Requirements).

For purposes of this Clause the Procuring Entity's Representative at the Project

Site is [indicate name(s)].

Incidental Services -

The Supplier is required to provide all of the following services, including

additional services, ifany, specified in Section VI. Schedule of Requirements:

Select appropriate requirements and delete the rest.

a. performance or supervision of on-site assembly and/or start-up of
the supplied Goods;

b. fumishing of tools required for assembly and/or maintenance of the

supplied Goods;

". fu-ishirrg of a detailed operations and maintenance manual for each

appropriate unit of the supplied Goods;

d. performance or supervision or maintenance and/or repair of the

supplied Goods, for a period of time agreed by the parties, provided

that this service shall not relieve the Supplier of any warranty

obligations under this Contract; and

1

training of the Procwing Entity's personnel, at

and/or on-site, in assembly, start-up, operation,

repair of the supplied Goods'
f. [Specify additional incidental sentice requirements, as needed']

The Contract price for the Goods shall include the prices charged by the

Supptier for inCidental services and shall not exceed the prevailing rates charged

to other parties by the Supplier for similar services'

e the Supplier's plant
maintenance, and,/or
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Spare Parts -
The Supplier is required to provide all of the following materials, notifications,
and information penaining to spare parts manufactured or distributed by the

Supplier:

Select appropriate requirements and delete the rest

a. such spare parts as the Procuring Entity may elect to purchase from the

Supplier, provided that this election shall not relieve the Supplier of any

warranty obligations under this Contract; and

b. in the event of termination of production of the spare parts:

i. advance notification to the Procuring Entity of the pending

termination, in sufficient time to permit the Procuring Entity to
procure needed requirements; and

ii. following such termination, fumishing at no cost to the Procuring
Entity, the blueprints, drawings, and specifications of the spare

parts, if requested.

The spare parts and other components required are listed in Section VI
(Schedule of Requirements) and the cost thereof are included in the contract

price.

The Supplier shall carry sufficient inventories to assure ex-stock supply of
consumable spare parts or components for the Goods for a period of lindicate
here the time period specified. If not used indicate a time period of three times

the warranty periodf.

Spare parts or components shall be supplied as promptly as possible, but in any

cise, within linsert appropriate time periodl months ofplacing the order'

Packaging -
The Supplier shall provide such packaging ofthe Goods as is required to prevent

their d-amage or deterioration during transit to their final destination, as

indicated i; this Contract. The packaging shall be sufficient to withstand,

without limitation, rough handling during transit and exposure to extreme

temperatures, salt and precipitation during transit, and open storage' Packaging

case size and weights shall take into consideration, where appropriate, the

remoteness of the Goods' frnal destination and the absence of heavy handling

facilities at all points in transit.

The packaging, marking, and documentation within and outside the packages

shall'comfly strictly with such special requirements as shall be expressly

provided foiin the Contract, including additional requirements, ifany, specified

Lelow, and in any subsequent instructions ordered by the Procuring Entity'

The outer packaging must be clearly marked on at least four (4) sides as follows:

Name of the Procuring EntitY

Name of the Supplier
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Contract Description
Final Destination
Gross weight
Any special lifting instructions
Any special handling instructions
Any relevant HAZCHEM classifi cations

A packaging list identiffing the contents and quantities of the package is to be

placed on an accessible point ofthe outer packaging ifpractical. Ifnot practical

the packaging list is to be placed inside the outer packaging but outside the

secondary packaging.

Where the Supplier is required under Contract to deliver the Goods CIF, CIP,

or DDP, transport of the Goods to the port of destination or such other named

place of destination in the Philippines, as shall be specified in this Contract,

shall be arranged and paid for by the Supplier, and the cost thereof shall be

included in the Contract Price.

Where the Supplier is required wrder this Contract to transport the Goods to a

specified place ofdestination within the Philippines, defined as the Project Site'

tiansport io such place ofdestination in the Philippines, including insurance and

storage, as shall be specified in this Contract, shall be ananged by the Supplier,
nceand related costs shall be included in the contract

Transportation -

Intellectual ProPertY Rights -

The Supplier shall indemnifl the Procuring Entity against all third-party claims

of infringement ofpatent, trademark, or industrial design rights arising from use

ofthe Goods or any Part thereof.

Where the Supplier is required under Contract to deliver the Goods CIF, CIP or

DDP, Goods are to be fiansported on carriers of Philippine registry' In the event

that no carrier of Philippine registry is available, Goods may be shipped by a

carrier which is not ofFhilippine registry provided that the Supplier obtains and

presents to the Procuring Entity certification to this effect from the nearest

irhillppine consulate to the port of dispatch. In the event that carriers of
fnilippine registry are available but their schedule delays the Supplier in its
performance of this Contract the period from when the Goods were first ready

ior shipment and the actual date of shipment the period of delay will be

considered force majeure.

The Procuring Entity accepts no liability for the damage ofGoods during transit

other than those prescribed by INCOTERMS for DDP deliveries. In the case

of Goods supplied from within the Philippines or supplied by domestic

Suppliers risk and title will not be deemed to have passed to the Procuring Entity

uniil their receipt and final acceptance at the final destination'

fif partial payment is allowed, sratel "The terms of payment shall be as follows:2.2

The inspections and tests that be conducted are: Producl

io n/ D e mo ns tr a t iort/S it e Ins
will

ction, iPresentat icable
4
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Section VI. Schedule of Requirements
Project Name: MODIFICATION AND ENIIANCEMENT OF THE QUEZON CITY

HOTLINE T22 SERVICE MANAGEMENT SYSTEM FOR CITIZENS'CONCERNS

Project No. QCDRRMO-25-IT-03678 .

The delivery schedule expressed as weeks/months stipulates hereafter a delivery date which is

the date of deliv to the ect srte.

Delivered,
WeekYMonths

Utrit
of

Issue
QulntityItem

Number
Description

Lot 1

Within
Ninety (90)

Calendar
Days Upon
Issuance of
Notice to
Proceed

MODIFICATION AND ENHANCEMENT OF THE
QUEZON CITY HOTLINE 122 SERVICE
MANAGEMENT SYSTEM FOR CTTIZENS'
CONCERNS

PROJECT SCOPE OF WORK

The proposed Citizen Service Management System shall be

enhanced to ensure efficiency, responsiveness, and

accountability in managing citizen concerns. It &'ill be

equipped with the following features and capabilities:

1. Licenses
1.1 The system wiII support the following existing [censes:

88 licenses of Dynamics 365 Customer Service, E8

licerses of Microsoft 365 Business Basic, and 1 license of
Power BI (upgrade from Professional to Premium
Subscription) for reporting and data analysis.

1.2 The system will also support any new or additional
licerses procured by the Quezon City Government as

necessary, ensuring scalability.

2. SystemModifications
2.1 Modifications to the existing CRM system will include

enhancements to imProve case rranagement, rePortin&
and comurunication aqoss dePartments and extemal
plaforms.

2.2 Integration of Request for Action (RFA) Forrn: The RFA

form will be fully inte8rated into t}le CRM to
standardize incident and nonconformity rePortin&
improving tracking and accountability.

2.3 Automated and Additional Fields for Case Forms and
Dashboard Reporting: To enhance data accurary and
streamline the reporting process, fields such as Case

Number, Incident Date, District Field, and Account
Type will be automated. In addition, new fields (e.g.,

the number of vehicles in a road accident or the number
of establishments in a fue) will be added to caPture
more detailed incident data. This comPrehensive data
will be automatically populated and reported in a

dashboard format fol quick and clear incident
overviews, ensuring efficient analysis and prompt
resPonses.

3. Automated Fields
3.1 Case Number: Automatically Senerate unique

identifiers for each incident.
3.2 Incident Date: Autocapture the date of the incident.
3.3 Dstrict Field: Automatically PoPulate based on the

selected Barangay.
3.4 Account Type: Aubomatically capture Voice Account

for Calls and Non-Voice Account for Emafu and Social

Media submissioru. .

1
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Within
Ninety (90)

Calendar
Days Upon
Issuance of
Notice to
Proceed

4. Suggested Text & Dropdown Lists .

4.1 Case Title/Process: Predefined text suggestions will be
available to improve accuracy and speed.

4.2 Incident Classification: Automated classification
options will streamline case categorization,

4.3 lncident Type: Dropdown optioru such as Emergency,
Non-Emergenry, Police Assistance, Fire Incidents,
Medical Emergencies, and more. The system will allow
the dynarnic addition of new incident types by
authorized administrators to ensure adaptability to
evolving needs.

4.4 Priority Levels: Define priority levels (Low, Medium,
High) for cases.

4.5 Plafform/Initiator: List plafforms such as Radio, 122,

Social Media, and Website submissions for case

initiation.
4.6 Departrnent/Process Ownet: Dropdown list of relevant

departments and units for case assignment.
4.7 Barangay: Provide dropdowns for Barangays with

automatically linked disEicts for ease of assignment.

5. Service Level ementg SLAs

6. Heat-mapFunctionality
6.1 The system will include a heat-map dashboard to

visually display and track the concentration of
incidents in real-time, particularly useful for managing
disasters and emergencies (e.g., floods, fue incidents).
This feature will provide spatial analysis to Suide
resource allocation and resPonse Prioritization '

6.2 The heat map will display incidents by tyPe and
severity, aiding decision-makers in understanding and

responding to crises efficiently.

7. Case Management Across Channele ,

7.1 The system will inte$ate multiPle plafforms such as

Facebook Messenger, Website, and Email to ensure that
all cases raised through different communication
channels are caPtured, logged, and addressed in a
unified system. Cases raised via these plafforms will be

routed through the same CRM system, ersuring they
are kacked and resolved under a single plafform.,

8. Workllow Ma Customization

Monitoring
MetricaDefiniHon Tifie FraireSLA

Category
Within 15

minubes
First
Response
Time

Incident
Respons€
Time

Time taken ho

acknowledge and
assign a reported
incident.

Ca.ll
Resolution
Time,
Tumaround
Time

Time taken to
firlly resolve a
reported incident.

24 hous
(standard
cas€s)/4 hours
(ugent cases)

Inodent
Resolution
Time

Escalation
Time,
Escalation
Time

Time taken to
respond bo critical
emetgenoes
(e.g.life-
threatening
situations)

Immediate
(within 5
minutes),
Response
Time

Tumaround
Time
Emergency
Handling
Time

Every 12

hours for
pending
tickets

Notification
Frequency

System will flag
uruerclved cases
and send
reminders. ,

Pending
Ticket
Noti6cabons

Z,ero
Incident
Goal,
Tumarouhd
Time

Daily trackingEnsuring tickets
a-re resolved
within SLA
comfiri tments.

Ticket
Closure
Monitoring

Schedule ol Requirernenrs Page 2 ol5
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Within
Ninety (90)

Calendar
Days Upon
Issuance of
Notice to
Proceed

8.1 Custom workflows will be implemented, allowing the
system to automatically route cases based on specific
criteria such as incident type, priodty, and department.
These workflows will ensure cases are escalated or
reassigned to relevant departments for resolution.

S.2Include unique workllows for DRRM (Disaster Risk
Reduction and Management) and BPLD (Business

Permits and Licensing Deparknent) to address their
specific needs.

8.3 The system will include functionality to expedite ticket
closures, ensuring timely resolution of all incidents.

9. ISO Documentation and Reporting .

9.1 The system will provide standardized rePorts in line
with ISO documentation requirements. The Request for
Action (RFA) report format will replicate the RFA form
for accurate documentation and ISO compliance.

9.2 Reporting will include case summaries, dePartmental
reports, and a detailed breal<down of incidents
handled, along with analytics on resolution times,
ticket agin& and departnental performance. .

1.0. Report Generation Format6
10.1 QCCSD Incident RePorL A concise summary for

critical case review.
10.2 Departmental Reporr Detailed reports for indepth

departmental analysis.
10.3 RFA Form Repore A detailed replication of the RFA

form for ISO compliance.
10.4 Heat-map Analysis Reports: Visual rePorts based on

the heat-map data, tracking high-risk zones and

response ef fectiveness. .

11. Reminderg and Alerte ,

The system will include automated reminders and alerts

for pending or overdue tickets, ensuring that no case is

forgotten or left unresolved. These alerts will assist

deparhnents in maintaining SLA compliance and

ensuring swift resolutions.,

12. User Management and Security
12.1 The system will include role-based access conEol

(RBAC) to ensure secure data access and management

across departsnents. Only authorized users will have

access to certain cases and functionalities, Protecting
citizen information. ,

12.2 A logging and auditing system will be in place to

track all actions taken within the system, ensuring
tsansparency and accountabilty. -

13. Provision of Documenta

13.1 The solution provider shall deliver comPlete

documentation for the deliverables, including but not
timited to:
A. lnformationSystem/Applicationsystemsource

code ard associated libraries
B. User Manuals
C. Technical/ Reference Manual
D. System/ Operational Manual
E. Troubleshooting and lnstallation Guides

13.2 Documentation must be provided in editable formats
(e.g., Microsoft word) and non-editable formats (e.9.,

PDF) and delivered to the Local Govemment of QC'
The QC Government reserves the riSht to reProduce

these documents at no additional cost. All intellectual
property developed or created as part of this Proiect
shall become the sole of the QC

Schedule olReq rcments Page 3 of 5
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Government, including the source code, which will be
available for any necessary system adiustsnents. .

14 Web Hosting, Cyberaecurity, SSL Management, and
Data Privacy
To eruure the secure and reliable operation of the system,
the solution provider must implement best practices in
web hosting, cybersecurity, SSL management, and data
privacy compliance. Additionally, security
responsibilities and compliance measures shall be shared
between the solution provider, the hosting service, and
the QC Covernment to uphold indusEy standards and
regulatory requirements.,

14.1 Web Hosting and Infrastructure
A. The system must be hosted on a high-availability

infrasEucture that meets government standards for
uptime, disaster recovery, and data redundancy.

B. Hosting solutions must support scalable cloud
environmenb with load balancing and redundancy
to prevent service disruptions.

14.2 Cybersecurity Measures
The system must integrate industry-standard security
controls, including:

A. MultiJayered security features such as

firewalls, intrusion detection/prevention systems
(lDS/IPS), and real-time threat monitoring.

B. DDoS protection and mitigation mechanisms to
ensure uninterrupted service availability.

C. Role-based access control (RBAC) to enforce security
policies and limit access based on user
resPonsibilities.

The solution provider shall conduct regular security
audits, vulnerability assessments, and penetration testing
to ensure compliance with cybersecurity standards.
Additionally, the solution provider will also provide
resolution to the vulnerability assessment reports
conducted by outside parties that are authorized
by QC LGU. This includes those conducted by national
agencies like the Deparhnent of Information and
Communications Technology (DICT) or other third
parties with which QC LGU engages. .

14.3 SSL Management
A. The system shall enforce Transport Layer Security

(ILS 1.2 or higher) for all data Eansmissions.
B. SSL/TLS certificates must be regularly uPdated and

monitored to prevent security vulnerabilities.
14.4 Data Privacy and Compliance
The system must comply with the Data Privacy Act of
2012 (RA 10173) and other applicable data Protection
regulations.
14.5 1 Security configurations must include:

A. Data at Rest; Encryption comPliant with recognized

industry standards (e.g., AES'256 or FIPS 14G2).

B. Data in Transit: Secure communication Protocols
such as TLS, SSL, and IPSec encryption to Protect
sensitive data,

C. Role-based access controls (RBAC) shall be
implemented to ensure only authorized personnel

can access or modify sensitive data.
14.6 Shared Security Responsibilities
The QC Government shall retain full ownership of all
data stored within the system, while cybersecurity,
privacy, and data protection shall be a shared
responsibility between the solution provider and the
hosting service.
14.6.1 The solution provider shall configure and enforce

security controls, including:

Within
Ninety (90)

Calendar
Days Upon
Issuance of
Notice to
Proceed

Scheilule of RequitemmE Page 4 ol5
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A. Multi-Factor Authentication (MFA) to enhance user
authentication security.

B. Security roles and permissions to regulate access

based on user responsibilities.
C. Continuous threat monitoring and automated

secu ty alerts to proactively address security risks.

Within
Ninety (90)
Calendar

Days Upon
Issuance of
Notice to
Proceed

I hereby certify to comply and deliver all the above requirements.

Name:

Legal Capacity

Signature:

Duly authorized to sign the Bid for and behalf of:

Schedule ol Requirements Page 5 of 5
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Section VII. Technical SpeciJications

Notes for Preparing the Technical Specifications

A set ofprecise and clear specifications is a prerequisite for Bidders to respond realistically
and competitively to the requirements of the Procuring Entity without qualifoing their Bids.
In the context of Competitive Bidding, the specifications (e.g. production/delivery schedule,
manpower requirements, and after-sales service/parts, descriptions ofthe lots or items) must
be prepared to permit the widest possible competition and, at the same time, present a clear
statement of the required standards of workmanship, materials, and performance of the
goods and services to be procured. Only if this is done will the objectives of transparency,
equity, efficiency, fairness, and economy in procurement be realized, responsiveness ofbids
be ensured, and the subsequent task of bid evaluation and post-qualification facilitated. The
specifications should require that all items, materials and accessories to be included or
incorporated in the goods be new, unused, and ofthe most recent or cunent models, and that
they include or incorporate all recent improvements in design and materials unless otherwise
provided in the Contract.

Samples of specifications from previous similar procurements are useful in this respect. The
use of metric units is encouraged. Depending on the complexity of the goods and the

repetitiveness ofthe type ofprocurement, it may be advantageous to standardize the General

Technical Specifications and incorporate them in a separate subsection. The General
Technical Specifications should cover all classes of workmanship, materials, and equipment

commonly involved in manufacturing similar goods. Deletions or addenda should then

adapt the General Technical Specifications to the particular procurement.

Care must be taken in drafting specifications to ensure that they are not restrictive. In the

specification of standards for equipment, materials, and workmanship, recognized Philippine
and intemational standards should be used as much as possible. Where other particular

standards are used, whether national standards or other standards, the specifications should

state that equipment, materials, and workmanship that meet other authoritative standards,

and which ensure at least a substantially equal quality than the standards mentioned, will
also be acceptable. The following clause may be inserted in the Special Conditions of
Contract or the Technical Specifications.

Sample Clause: Equivalency of Standards and Codes

Wherever reference is made in the Technical Specifications to specific standards and codes

to be met by the goods and materials to be fumished or tested, the provisions of the latest

edition or revision of the relevant standards and codes shall apply, unless otherwise

expressly stated in the Contract. Where such standards and codes are national or relate to a
particular country or region, other authoritative standards that ensure substantial equivalence

to the standards and codes specified will be acceptable.

Reference to brand name and catalogue number should be avoided as far as possible; where

unavoidable they should always be followed by the words "or at least equivalent."

References to brand names cannot be used when the funding source is the GOP.

Where appropriate, drawings, including site plans as required, may be fumished by the

Procuring Entity with the Bidding Documents. Simitarly, the Supplier may be requested to

provide drawings or samples either with its Bid or for prior review by the Procuring Entity
during contract execution.

Bidders are also required, as part ofthe technical specifications, to complete their statement

of co liance demonstrati how the items com with the s ification.

JJ



Technical Specifications
Project Name: MODIFICATION AND ENHANCEMENT OF THE QUEZON CITY
HOTLINE I22 SERVICE MANAGEMENT SYSTEM FOR CITIZENS'CONCERNS

Project No. QCDRRMO-25-IT-0367B

Techtical Specificatiors Page 7 ol5
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Item Specification Statement of Compliance

[Bidders must state here either "Comply" or
"Not Comply" against each of the individual
parameters of each Specifcdlion slqting the

corresponding pedormance parameter of lhe
equipment ofered. Statemenls of"Comply" or
"Not Comply" must be supporled by eidence
in a Bidden Bid and cross-referetced to thot
eidence. Eidence shall be in the Jorm of
manufqcturer's un-amended sales literah/rc,
unconditional statements of specificstion and
compliance usued by the manufacturer,
samples, independenl lesl dolq elc., as

oppropiale. A slatement lhot 6 nol supporled
by eidence or is subsequently found to be

contradicled by lhe eidence presented will
render the Bid under evaluation liable lor
rejection. A statemenl either in lhe Biddet's
statement of compliance or lhe suPpofling
evidence that is Io nd to be Ialse eilher duing
Bid evoluation, posl-quolification or the

exealtion of lhe Contract moy be regorded as

fraudulent and render the Biddet or supplier
liablefor proseqttion s bject lo the applicable
laws and issuanc*.1

A.1 MODIFICATION AND ENHANCEMENT OF THE
QUEZON CITY HOTLINE 122 SERVICE MANAGEMENT
SYSTEM FOR CITIZENS' CONCERNS

PROIECT SCOPE OF WORK

The proposed Citizen Service Management System shall be

enhanced to ensure efficienry, resporsiveness, and

accountability in managing citizen concems. It will be equipped
with the following features and capabilities:

1. Lic€nses
1.1 The system will support the followhg existing licenses: 88

licenses of Dynamics 365 Customer Serice, 88 licenses of
Microsoft 365 Business Basic, and 1 license of Power BI
(upgrade from Professional to Premium Subscription) for
reporting and data analysis.

1.2 The system will also support any new or additional
licenses procured by the Quezon City Government as

necessary, ensurirg scalability.

2. System ModificaHons
2.1 Modifications to the existing CRM system will include

enhancements to improve case marEgement, rePortin&
and communication across dePartments and external
plaffornu.

2.2 Integration of Request for Action (RFA) Form: The RFA
form will be fully integrated into the CRM to standardize
incident and nonconformity reporting, improving kacking
and accountabili ty.

2.3 Automated and Additional Fields for Case Forms and
Dashboard Reporting: To enhance data accuracy and
skearnline the reporting process, fields such as Case

Number, Incident Date, District Field, and Account Type
will be automated. In addition, new fields (e.g., the
number of vehicles in a road accident or the number of
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establishments in a fire) will be added to capture more
detailed incident data. This comprehensive data will be
automatically populated and reported irr a dashboard
format for quick and clear hcident overviews, ensuring
efficient analysis and prompt responses.

3. Autornated Fields
3.1 Case Number: Automatically generate unique identifiers

for each incident.
3.2Incident Date: Auto-capture the date of the incident.
3.3 District Field: Automatically populate based on the

selected Barangay.
3.4 Account Type: Automatically capture Voice Account for

Calls and Non-Voice Account for Emails and Social Media
submissions.

4. Suggested Text & Dropdown Liste
4.1 Case Title/Process: Predefined text suggestions will be

available to improve accuracy and speed.
4.2 lncident Classification: Automated classification options

will stseamline case categorization.
4.3 lncident Type: Dropdown options such as Emergency,

Non-Emergency, Police Assistance, Fire Incidents, Medical
Emergencies, and more. The system will allow the
dynamic addition of new incident types by authorized
administrators to eruure adaptability to evolving needs. ,

4.4 Priority I-evels: Define priority levels (Low, Medium,
High) for cases.

4.5 Platform/lnitiator: List platforms such as Radio, 122,

Social Media, and Website submissioru for case initiation.
4.5 Departrnent/Process Owner: DroPdown list of relevant

departsnents and units for case assignment.
4.7 Barangay: Provide dropdowns for Barangays with

automatically linled districts for ease of assiSnment.

5. Serrrice Level Agreements (SLAg)

SLA
Category

Definition Tirne Frame
Motritoring

Metri(6
Incident
Resporlge
Time

Time taken to
acknowledge and
assign a reported
incident.

Within 15
minutes

First
Re6pons€
Time ,

Incident
Resolution
Time

Time taken to
fully resolve a
reported incident.

24 hours
(standard
cases)/4 hours
(urgent cases)

Call
Resolution
Time,
Tumaround
Time

Turnaround
Tlme
Emergency
Handling
Time

Time taken to
respond to critical
emergencies
(e.g., tife-
threatening
situations) ,

lmmediate
(within 5
minutes),
Response
Ti-Ete

Escalation
Time,
Escalation
Time

Pending
Ticket
No lifica tions

System will flag
uruesolved cases
and send
reminders,

Every 12

hours for
pending
tickets

Notification
Frequenry

Ticket
Closure
Monitoring

Ensuring tickets
are resolved
within SLA
commitmmts,

Daily Eacking Z,ero
tncident
Goa.l,
Tumaround
Time

6. Heat-mapFunctionality
5.1 The system will include a heat-map dashboard to visually

disptay and track the concentration of incidents in real-

time, particularly us€fuI for managing disasters and

emergencies (e.g., floods, fue incidents). This feature will
provide spatial analysis to Suide resource auocation and

res onse tization

Techtical Specificotions Page 2 of 535
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6.2 The heat map will display incidents by type and severity,
aiding decision-makers in understanding and responding
to crises efficiently.

7. Case Management Across Channels
7.1 The system will integrate multiple plafforms such as

Facebook Messenger, Website, and Email to ensure that all
cases raised through different communication channels are
captured, logged, and addressed in a unified system, Cases

raised via these plafforms will be routed tfuough the same
CRM system, eruuring they are tracked and resolved
under a single plafform. ,

8. Workflow Mapping Customization .

8.1 Custom workflows will be implernented, allowing the
system to automatically route cases based on specific
criteria such as incident type, priority, and deparEnent.
These workflou/s will ensure cases are escalated or
reassigned to relevant departments for resolution.

8.2 tnclude urique workflows for DRRM (Disaster Risk
Reduction and Management) and BPLD (Business Permits
and Licensing Department) to address their sPecific needs.

8.3 The systern will include functionality to expedite ticket
closures, ensuring timely resolution of all incidents.

9. ISO DocumentaHon and Reporting,
9.1 The system will provide standardized rePorts in line with

ISO documentation requirements. The Request for Action
(RFA) report format will replicate the RFA form for
accurate documentation and ISO compliance. ,

9.2 Reporting will include case summa es, deParhnental
reports, and a detailed breakdown of incidents handled,
along with analytics on resolution times, ticket agin& and
departmental performance.

10. Report Generation Formats ,

10.1 QCCSD Incident Reporl A concise summary for critical
case review.

10.2 Departmental Report Detailed reports for in-depth
deparhnental analysis.

10.3 RFA Form Report A detailed replication of the RFA form
for ISO compliance.

10.4 Heat-map Analysis Reports: Visual reports based on the

heat-map data, tracking high-risk zones and resPonse

effectiveness.

11. Reminders and Al€rts .

The system will include automated reminders and alerts

for pending or overdue tickets, ensuring that no case is

forgotten or left unresolved. These alerts will assist

departments in maintaining SLA comPliance and ensuring
swift resolutiors.

12. User Management and SecuritY ,

12.1 The system wilt include role-based access control (RBAQ
to ensure secure data access and management across

departments, Onty authorized users will have access to

certain cases and functionalities, Protecting citizen
informa tion.

12.2 A logging and auditing system will be in place to kack
all actions taken within the system, ensuring
transparency and accountability.,

13. Provision of Documents

13.1 The solution provider shall deliver comPlete
documentation for the deliverables, including but not
limited to:

Te.hnicql Specificqtions P48e 3 of 5
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A. Information System/Application system source code
and associated libraries

B. User Manuals
C. Technical/ Reference Manual
D. System/Operational Manual
E. Troubleshooting and Installation Guides

13.2 Documentation must be provided in editable formats (e.9.,
Microsoft Word) and non-editable formats (e.g., PDF) and
delivered to the Local Goverrunent of QC. The QC
Govemment reserves the right to reproduce tlese
documents at no additional cost. All intellectual property
developed or created as part of this proiect shall become
the sole property of the QC Govemment, including the
source code, which will be available for any necessary
system adjusknents.

14. Web Hosting Cybersecurity, SSL Management, and Data
Privacy
To ensure the secure and reliable operation of the system,
the solution provider must implement best practices in web
hosting, cybersecurity, SSL management, and data privacy
compliance. Additionally, security responsibilities ard
compliance measures shall be shared between the solution
provider, the hosting service, and
the QC Government to uphold industry standards and
regulatory requirements.
14.1 Web Hosting and Infrastructure
A. The system must be hosted on a high-availability

hfraskucture that meets government standards for
uptime, disaster recovery, and data redundancy.

B. Hosting solutions must support scalable cloud
envionments with load balancing and redundancy to
prevent service disruptions.

14.2 Cybersecurity Measures
The system must integate indusky-standard security
conhols, including:

A. MultiJayered security features such as

fuewalls, intrusion detection/prevention systems
(lDS/lI.S), and real-time threat monitoring.

B. DDoS protection and mitigation mechanisms to ensure
uninterupted service availability.

C. Role-based access control (RBAC) to enforce security
policies and limit access based on user responsibilities.

The solution provider shall conduct regular security audits,
vulnerability assessments, and penetsation testing to ensure
compliance with cybersecurity standards. Additionally, the
solution provider will also provide resolution to the
vulnerability assessment reports conducted by outside
parties that are authorized
by QC LGU. This includes those conducted by national
agencies like the Departsnent of Information and
Communications Technology (DICI) or other third
parties with which QC LGU engages.
14.3 SSL Management

A. The system shall enlorce Transport Layer Security (tLS
1.2 or higher) for all data tarsmissions.

B. SSL/TIS certificates must be regu-larly updated and
monitored to prevent security vulnerabilities.

14.4 Data Privacy and Compliance
The system must comply with the Data Privacy Act of 2012

(RA 10173) and other applicable data protection regulations.
14.5 1 Security configuratioru must include:

A. Data at Rest: Encryption compliart with recognized
industry standards (e.g., AE9255 or FIPS 14G2).

B. Data in Transil Secure communication Protocols such as

T[S, SSL, and IPSec encryPtion to Protect sensitive
data.

Technical Specifications Page 4 of 5
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C. Role-based access conhols (RBAC) shall be
implemented to ensure only authorized personnel can
access or modify sensitive data. .

14.6Shared Security Responsibilities .

The QC Government shall retain full ownership of all data
stored within the system, while cybersecurity, privacy, and
data protection shall be a shared responsibility between the
solution provider and the hosting service.,
14.6.1 The solution provider shall configure and enforce

secu ri ty controls, includirg:
A. Multi-Factor Authentication (MFA) to enhance user

authentication secu ty,.
B. Security roles and permissions to regulate access based

on user responsibilities. ,

C. Continuous tfueat monitoring and automated security
alerts to proactively address securi$r risks.

B Compliance to the Schedule of Requirements (Section
vD

I hereby certify to comply and deliver all the above requirements.

Name:

Legal Capacity:

Signature

Duly authorized to sign the Bid for and behalf of:

Technical Specifications Page 5 of 5
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COST DERIVATION

PROJECT NAME: MODIFICATION AND ENHANCEMENT OF THE QUEZON
CITY HOTLINE I22 SERVICE MANAGEMENT SYSTEM FOR CITIZENS'

CONCERNS

Project No. QCDRRMO-25-IT-03678

Name:

PARTICULAR
UNTT OF

ISSUE QUANTTTY UNTT COST TOTAL

1 Project preparation and mobilization .
lot 1

2 Process Mapping, technical

specifi cations sign-off
lot I

J Application Programming and
Development to Minimum viable
product

lot L

4 User Acceptance Test (UAT) lot 1

5 Training and Handover Iot 1

TOTAL

Legal Capacity:

Signature:

Duly authorized to sign the Bid for and behalf of:

Cost Derioqtion Page 7 ol 7
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Section VIII. Checklist of Technicul and
Finoncial Documents

Notes on the Checklist of Technical and Financial Documents

The prescribed documents in the checklist are mandatory to be submitted in the Bid, but
shall be subject to the following:

a. GPPB Resolution No. 09-2020 on the efficient procurement measures during a State
of Calamity or other similar issuances that shall allow the use of altemate documents
in lieu of the mandated requirements; or

b. Any subsequent GPPB issuances adjusting the documentary requirements after the
effectivity of the adoption of the PBDs.

The BAC shall be checking the submitted documents of each Bidder against this checklist
to ascertain if they are all present, using a non-discretionary "pass/fail" criterion pursuant to
Section 30 of the 2016 revised IRR of RA No. 9l 84.
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Checklist of Technical and Financial Documents

I. TECHNICALCOMPONENTENVELOPE

Class 'A" Documents
Lesal Documents

(a) Valid PhiIGEPS Registration Certificate (Platinum Membership) (all pages)
in accordance with Section 8.5.2 of the IRR;

Technical Documents

(b) Statement of the prospective bidder of all its ongoing govemment and private
contracts, including contracts awarded but not yet started, if any, whether
similar or not similar in nature and complexity to the contract to be bid (in a
FORM prescribed by the QC-BAC-GOODS Al{D SERVICES); 4!(c) Statement of the bidder's Single Largest Completed Contract (SLCC) similar
to the contract to be bid, except under conditions provided for in Sections
23.4.1.3 and23.4.2.4 of the 2016 revised IRR of RA No. 9184, within the
relevant period as provided in the Bidding Documents (in a FORM
prescribed by the QC-BAC-GOODS AND SERVICES); 4g!

(d) Original copy of Bid Security. If in the form of a Surety Bond, submit also a
certification issued by the Insurance Commission; gg
Original copy of Notarized Bid Securing Declaration; 4!

(e) Conformity with Section VI. (Schedule of Requirements) and Section VII.
(Technical Specifi cations), which may include production/delivery schedule,
manpower requirements, and/or after-sales/parts, if applicable; 45!

(D Original duly signed Omnibus Swom Statement (OSS);
and if applicable, Original Notarized Secretary's Certificate in case of a
corporation, partnership, or cooperative; or Original Special Power of
Attomey of all members of the joint venture giving full power and authority
to its officer to sign the OSS and do acts to represent the Bidder.

Financial Documents

G) The prospective bidder's computation of Net Financial Contracting Capacity
(NFCC) (in a FORM prescribed by the QC-BAC-GOODS AND
SERVICES);
or
A committed Line of Credit from a Universal or Commercial Bank in lieu of
its NFCC computation.

! (h)
Class "8" Documents

If applicable, a duly signed joint venture agreement (JVA) in case the joint
venture is already in existence;
or
duly notarized statements from all the potential joint venture partners stating
that they will enter into and abide by the provisions ofthe JVA in the instance
that the bid is successful.

Ot. tr under RA No. 9184 4S icable
(i)

n

[For foreign bidders claiming by reason of their country's extension of
reciprocal rights to Filipinosl Certification from the relevant govemment
office of their country stating that Filipinos are allowed to participate in
govemment procurement activities for the same item or product.
Certification from the DTI if the Bidder claims preference as a Domestic
Bidder or Domestic Entity.

tr 0)
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II. FINANCIAL COMPOI\IENT ETWELOPE

Original of duly signed and accomplished Financial Bid Form;

Original of duly signed and accomplished Price Schedule(s); and
Cost-Derivation/s.

(a)

(b)
(c)

III.REQUIRED DOCUMENTS in BDS SECTION 20.2 and 21.2

Notarized Affidavit of Undertakings with Project Number and Project Title stating compliance
to the following:

a. The system software provider/supplier must deliver the solution using cloud-based
Customer Relationship Management (CRM) services. The modifications will enhance
the existing CRM system used for managing citizen interactions with the City
Government.

b. The system software provider/supplier will conduct the required Training stated in
Section V.C ofthe Terms of Reference

2. Organizational Chart with Project Number and Project Title

3. List of Manpower with Project Number and Project Title
a. 2 Consultants
b. 2 Developers
c. I Project Manager
d. I Technical Consultant

4. Copy of Valid and Current Registration Certificate from the National Privacy Commission

5. Statement of Warranty with Project Number and Project Title:
o include on-site services to address technical support needs in a timely manner, as well as

phone or email technical support services for twelve (12) months from the project
completion date.

6. Statement ensuring non-disclosure ofthe agency's data.

7. Proof that system software provider/supplier is a certified distributor or manufacturer of the

software being used for the modifications.

E. Sworn Declaration and Undertaking for Registration of Data Processing Systems (please see

attached prescribed format)

Note

Please refer to

Ihttps://drive.google.com/fi leld/1 uiYurh5WroBL5B poozAb52vucAblRl o/view?uso=

sharingl for the following requirements:
a. Computation of NFCC;
b. List of All Ongoing Contmcts/List of Contracts already awarded but not yet

started;
c. Statement of Single Largest Completed Contract

2. Please refer to GPPB Resolution No. 16-2020 for the following requirements:
a. Bid Form;
b. Price Schedule (for Goods Offered from Abroad/ Within the Philippines)
c. Bid Securing Declaration; and
d. Omnibus Swom Slatement
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