TERMS OF REFERENCE
TECHNICAL MAINTENANCE AND SUPPORT SERVICES FOR THE
QUEZON CITY HEALTH INFORMATION SYSTEM {QC-HIS)
FOR THE YEAR 2026

1. RATIONALE AND BRIEF BACKGROUND

The initial implementation of the Quezon City Health Information System (QC-HIS) provided 2
vital platform for tracking patient and client data, supporting health service provision, and
promoting wellness programs in alignment with City Ordinance No, SP-2070 s. 2011, also
known as “An Otrdinance Providing for the Computerization of all Health Centers in Quezon
City to Serve as an Indispensable Tool in Providing Emergency Health Care Services to all
Clients."

Building on this foundation, the current project focuses on providing IT maintenance and
technical support services for the existing Quezon City Health Informaton System (QC-HIS).
The engagement aims to cnsure the system’s continuous, stable, and secure operation by
addressing technical issues, applying necessary updates, and supporting users across all active
sites. Through proactive system monitoting, timely troubleshooting, and optimization efforts, the
project will sustain QC-HIS as a reliable platform that supports efficient health service delivery
and informed decision-making for the City.

2. PROJECT DESCRIPTION

This project focuses on providing continued maintenance and technical support for the existing
Quezon City Health Information System (QC-HIS) to sustain the quality and efficiency of
healthcare services across the city’s facilities. It aims to ensure the system’s reliability, security, and
optimal performance through regular monitoring, issue resolution, and system updates. By
maintaining 2 stable and responsive platform, the project supports uninterrupted access to
patient and clinical information, enabling health centers to deliver timely and data-driven
services. Ultimately, this initiative reinforces Quezon City’s commitment to a well-managed and
technology-enabled public health system.

3. PROJECT OBJECTIVES

® To provide IT maintenance and technical support services that ensure that the QC-HIS
temains operational and responsive to user needs.

¢ To strengthen system reliability through preventive measures, performance monitoring,
and prompt resolution of technical concerns,

® To implement system updates that align with evolving user requirements and city
initiatives.

¢ To uphold data accuracy, security, and accessibility as part of susmining cfficient digital
health operations across the city.
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4. PROJECT SCOPE OF WORK
4.1, Technical Support and Maintenance

The Service Provider must provide IT maintenance and technical support services for the
Quezon City Health Information System (QC-HIS) to ensure its continyous, stable, and secure
operation. The services will include system administration, issue tesolution, performance
monitoring, and regular updates to keep the system fully functional and responsive to the
requirements of the Quezon City Health Department (QCHD).

5. PROJECT STANDARDS AND REQUIREMENTS
5.1. SERVICE PROVIDER REQUIRED STANDARDS/QUALIFICATIONS

The following are the minimum qualifications and requirements for the Service Provider:

8.1.1. Track Record

® The service provider must be in the same industry as per their SEC or DTI filing for at
least ten (10) years

® The service provider should have been in operation for at least ten (10} years

® The service provider must have implemented a Health Information System project
within the last three (3) years.

® The service provider should have implemented a public or private Health Informatgon

System project with a single completed contract amounting to at least fifty percent (50%)
of the ABC.

5.1.2. Organization

® Service provider must have Pladnum status in PHILGEPS

® The scrvice provider must be 2 duly registered company with SEC or DTI filing

® The service provider must be filed with SEC of DTI as an IT company with the purpose
of software development and the supply of IT-related goods and services

® The service provider must be duly registered under the National Ptivacy Commission

® To ensure sustainability, the service provider shall conduct system turnover upon project
completion, ptovide technical and user documentation, database schema and data
dictionary, system architecture, infrastructure diagtams, and installation guides. At the
end of the contract, the service provider needs to ensure that all system assets are
installed and deployed on the Quezon City Government’s cloud or infrastructure with no
additional cost. ‘

® Affidavit of Undertaking that the Service Provider shall not disclose of use any confidential
information outside the scope of this project without prior written consent. This obligation
shall remain in effect during and after the contract period.

6. IT MAINTENANCE AND TECHNICAL SUPPORT REQUIREMENTS

The Service Provider shall ensure full technical support and IT maintenance of the QC-HIS in
alignment with the operational requirements of the Quezon City Health Department (QCHD).
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Provide application, database, and system administration support.
Provide system diagnostic and problem resolution.
Provide patch management.
Provide change management.
Provide configuration management.
. Provide compliance, quality, and security audit work,
Provide periodic menitoring and backup of the system and database.

Ensure that the database and application are tesponsive to the needs and requirements of
QCHD stakeholders.

Service Level Agreement

Support Level Responsibilities
Level 2 Support * Assist Level 1 in handling escalated issues.
* Analyze and resolve general system problemns.
* Provide remote technical support.
* Updatc the Knowledge Base and tracking system.
* Elevate complex issues to Level 3 when needed.
Level 3 Support * Handle advanced and higb-impact technical concerns.
* Diagnose root causes and failing components.
* Resolve configuration and integration problems.
* Implement recovery or workaround procedures.
* Maintain documentation and update knowledge resources.
Severity and Response Levels
Severity Indicator Impact Description Response/Resolution
Level Type Time
(Normal Work Hours)
Severity 1~ | High High | All users or multiple sites affected, Response Time: < 2 hrs
Critical (HH) Includes issues causing complete Resolution Time: < 8 hrs
system downtime or halting key .
business operations.
Severity 2 — | High (H) Multiple users across health centers | Response Time: < 4 s
Severe or locations affected. The system Resolution Time: < 16 hrs
remains operational but with major
functionality limitations.
Severity 3 ~ | Medium (M) | Multiple users in a single health Response Time: < § hrs
Significant center or location are affected. The | Resolution Time: < 24 hrs

issue causes moderate disruption but
workarounds exist,
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Severity 4 ~ | Low (L) Single user or isolated function Response Time: < 16 hrs

Low / affected. Minimal impact on overall | Resolution Time: < 40 hrs
Minor operations.
Impact

*Note: Resolution Time is dependent on analysis of issues encountered and dependencies on
external factors (c.g. availability of resources, third party systems, third party groups.

7. PROFESSIONAL SERVICES

The service provider shall have the critical technical knowledge that includes the following
members of the Technical Support Team:

¢ Applicaton Support Supervisor (1 personnel)
o Must have at least a bachelor's degree in any related field, preferably Computer
Enginecring, Computer Information System or Information Technology
o0 Must have at least 3 years of experience in applicaton support or IT operations
management
o Must have excellent leadership and communication skills

® Level 2 Support Developer (1 personnel)
o Must have at least a college degree in any refated field, preferably Computer
Engineering, Computer Information System or Information Technology
o Must have at least 2 years of experience in application support or software
development :
o Must be technically skilled in troubleshooting and resolving application issues

¢ Level 3 Support Developer (1 personnel)
o Must have at least a college degrec in any related field, preferably Computer
Engineering, Computer Information System or Information Technology
o Must have at least 4 years of experience in application support, software
development, or systems integration
o Must be highly technical and skilled in complex problem resolution and system
architecture

8. DELIVERY SCHEDULE

The delivery schedule will be within twelve (12) calendar months upon the issuance of the
Notice to Proceed (NTP).

9. APPROVED BUDGET FOR THE CONTRACT

The Approved Budget for the Contract (ABC) amounts to Nine Million Eight Hundred
Thousand and 00/100 Pesos only [Php 9,800,000.00] VAT inclusive
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BREAKDOWN OF ABC

DESCRIPTION

AMOUNT

Maopower and Professional Services
- Technical personnel and all IT maintenance activities
including troubleshooting, monitoring, configuration
mifidgement and documentation

Project Management for Application Support
- Planning, coordination, SLA tracking, reporting,
stakeholder communication & oversight

TOTAL AMOUNT

10. BASIS FOR PAYMENT

IT Maintenance and technical support services shall be paid in equal monthly installments

over a period of twelve (12) months. The Service Provider shall submit the following as -

supporting documents for each billing period:

® Monthly IT Maintenance and Support Accomplishment Report duly sigried by the

Service Provider.

® Monthly Incident Report duly signed by the Service Provider, if applicable.

Particular Weight
Month 1 8.33%
Month 2 8.33%
Month 3 8.33%
Month 4 8.33%
Month 5 8.33%
Month 6 8.33%
Month 7 8.33%
Month 8 8.33%
Month 9 8.33%
Month 10 8.33%
Month 11 8.33%
Mondch 12 8.33%

Total 100%
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11. PENALTIES FOR BREACH OF CONTRACT

Failure to deliver the scrvices according to the standards and requirements set by the City
shall constitute an offense and shall subject the service provider to penaltes and/or
liquidated damages pursuant to RA 12009, “New Government Procutement Act, a law that

streamlines and modernizes government procurement processes” and its Implementing
Rules and Reguladons (TRR).

12, CANCELLATION OR TERMINATION OF CONTRACT
Should there be any dispute, controversy, or difference between the parties arising out of this
TOR, the parties herein shall exert efforts to amicably setde such dispute or difference.
However, if any dispute, controversy or difference cannot be resolved by them amicably to
the mutual satisfactdon of the parties, then the matter may be submitted for arbitration in

accordance with existing laws, without prejudice for the aggrieved party to seek redress
before a court of competent jurisdiction. -

Prepared by:

s,
0. JUMADIAO

IT Officer I, Information Technology Development Department
Reviewed and endorsed by:

ANN G. CRUZ
OFﬁccr-in-Cha.tfl?@
Information Technology Development Department

Page 6 of 6



