
1. RATIONALE AND BRIEF BACKGROUND

The initial implenrentation of the Quezon Gty Health Information Systenr (eC-HIS) ptovided a
vital platfotm for tracking patient and client data, supporting healttr scivicc pt#sion, and
promoting wellness programs in alignment with city ordinance No Sp-207d s. 20 , erso
known as 'An ordinancc Ptoviding for the Computerization of aII Health Centcrs in euezoncity to Scrvc as an Indispcnsablc Tool in providing Emergency Hea.lth care Sewices- to all
CIienm."

Building on this foundation, the current proiect focuscs on providing IT maintenance and
technical supporr services fbr the existing euezon ciry Health information system (ec-I-lIS).
The cngagcmcnt aims to ensure dre systcm's continuouq sabre, ar,,I secor. op.itio, by
addressing technical issueq applying necessarl, updateg and suppotting rr.r. ,.ro., all actiye
sites. Through proactive systcm monitoring, timely ttoubleshooting, anct iptimization efforts, tlre
proiect rvill sustain QC-HIS a-s a tdiable platform that supports efficicnt hcalth scrrrice dcliven'
and informed decision-making for the Gry

2. PROJECT DESCRIPTTON

This proiect focuses on providing continued maintenance and technical support for the existing
Quezon city Health Information Svstem (ec-HIS) to sustain the quatq. and efficiency oi
healthcate services across the city's facilities. It eims to ensure the systemi reliability, security, and
optimal performance through regular rnonitoring, issue resolution, and system updates. By
maintaioing a,stable and responsive platform, thc project supports unintlrrupted access ro
patient and clinical intbtmation, enabLing health ccnters to deliver timely and data-driyen
sen'ices. Ultimztcly, this ininativc reinforces Quezon city's commitrncnr ro a well-managed and
technologv-enabled public health system.

3. PROJECTOBJECTTVES

TERMS OF REFERENCE
TECHNICAL MAINTENANCE AND SUPPORT SERYICES FOR THE

QUEZON CrTy HEAI]TH TNFORMATToN sysTEM (QC_HrS)
FOR THE YEAR 2026

r To provide IT maintcnance and technical suppr-rrt sen ices that ensure tlrat thc ec-HIS
reinains operational and responsive to user necds.

. To strengthen q'stem reliabiliw through preventive measures, performance monitr:ring,
and prompt resolution of technical concetns.

e To implement system updates that align with evolving user requitements and city
initiatives.

r To uphold data accuraql security, and accessibr.lity as patt of sustaining efEcient digital
healdr operations across the city.
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4. PROJECTSCOPEOPWORK

4.1. Tcchnica.l Support and Maintenance

The service lry9t must provide IT maintenance and technical suppott services for the
Quezon city Health Information System (ec-Hls) ro ensur.e its continuous, stable, and secure
operation- The services will include system administration, issue resolution, performance
monitoring, and tcg:lar updatcs to keep trre system t'ully functional and responsive to the
requirements of the Quezon Gty Health Departrnenr (eCHD).

5. PROJECT STANDARDS AND REQUIREMENTS

5.1. SF,RVICE PROVIDER REQUIRED STANDARDS/QUALIFICATIOI\\IS

The following are the minimum qualiEcations and requironents for the service provider:

5.1.1, Track Record

. The service provider must be in the same industry as per their sEC or DTr filing for et
least ten (10) years

r l'he service provider should have been in operation for at leasr ten (10) years
r The sen'ice provider must have implemented a Hcalth Information System proiect

within *re last three (3) 1.cars.
r The servicc provider should have implemented a public or private Health Information

sy'steur.project with a single completed contract ,rirountjng ro at least fifty perccnt (50y0)
of the ABC.

o Service provider must have Platinum status in PHILGEPS
r The sen ice provider must be a duly registered company with SEC ot DTI fiJing
r Thc sewicc providcr must be filed rvith SEC ot DTI as an IT company, with the purpose

of softwarc development and the supply of IT-related goods and services
r The service provider must be duly registered under the National ptivacy Commission
a To ensurc sustainability, thc service provider shall conduct system turnover Lrpon proiect

completion, provide technical .and user documentntion, database schema and data
dictionary, system architecturg infrasuucnrre diagtams, and installation guides. At the
end of the iontract, the serice provider needs to ensure that all sysrem xssets are
lnstalled and deployed on the Quezoo city Go'ernmencs cloud or infrasuucrure with no
additional cosr

o Affidavit of Undenaking tlrat the Sen'ice Provider shdl not disclose or use any confidential
information outside the scope of this proiect without prior written consent. This obligation
shall remain in effcct during aod after t}le contract period.

5.1.2, Otganization

6. IT MAINTENANCE AND TECHNICAL SUPPORT REQUIREMENTS

The Scrvicc Providr shdl cnsure firll technical support and IT maintenance of the eC-HIS in
dignment with the opetational requfuements of dre Quezon Gty Healdr Deparanent (QCHD).
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o Provide applicadon, database, and system adnr.inisuation supporro Provide system diagnostic and problem resolutioo.o Provide parch management
o Provide change managemenr
r Providccon6gurationmanag€ment.
r Provide compliance, qua.lity, and securiq, audit worko Provide periodic monitoring and backup of the sysrcm and database.o Ensure drat the database and application ate responsirr to the needs and requitements of

QCHD satkeholders.

Service Levcl Agreement

Supporr Level Reeponsibilities

I-evel 2 Support . Assist Level 1 in handling escalated issues.
. Analyle and resolve geneml system problems.
. Pror.ide ren:ote techrucal support.
. Update dre Knowledge Base and tracking systen:.
. Elevate complex issues to kvel 3 .rrh.r, n..d.d.

I-ercl 3 Support . Handle advanced and high-impact technical concerns.
. Diagnose roor causes and failing componcnts.
. Resolve configuration and integratiolproblems.
. Implement recovery or rvorkaround pmcedures
. Iv{aintain documentation and updatc knowledge resources.

Severity and Response Ievels

Severity
Level

Indicatot
Typ.

Impact Description Response/Resolution
Time

(Normal Work l{ours)

Severity 1 -
Critical

High High
(HH)

AII usets or muldple sites affected.
Indudes issues causing complete
system dorvntirne or halting key
business operations.

Reeponse Time: ( 2hrs
ReeolutionTime:<8hrs

Severity 2 -
Severe

High (I, r\Iultiple users across health centem
or locations affected. T}e rystem
remains operational but u'ith maior
functionality limitations.

Response Time: < 4hts
Regolution Time: < 16 hrs

Severity 3 -
Significant

Medium @I) Multiple users in a singlc health
center or location are affected. The
issue causes moderate disruption but
workarounds exist.

ResponseTime:<Shrs
Resolution Time: < 24 hrs
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Severity 4 -
l.oll, /
Minor
Impect

lo* (L) Single user or isolated function
affected. Minimal impact on overall
oPerations

Rceponee Time: < 16 hrs
Rcaolution Time: < 40 hrs

*Notc: Resolution Timc is depcndent on andysis of issues encounteted and dependencies on
extcmd factors (c.g availability of resoutces, drird party systemg drird party groups.

7. PROFESSIONALSERVICES

The sen'ice ptovidcr shell have the critical tcchnical knowledge drat includcs the followrng
n:cmbers of the Technical Support Team:

o Application Support Supervisor (1 personnel)
ri 1\Iust hevc at least a bachelor's degree in any relatcd 6eld, prcferably Compurcr

Enginecring, Computet Infotmation System or Information Technologv
o Must havc at least 3 years of cxpcrience in applicarion support or IT operations

menegemcnt
o Must have cxcdlcnt lcadcrship and communication skills

o Level 2 Suppott Dcvclopcr (1 personne)
o N{ust havc at least a coUege degree in any relatcd field, prefcrably Computer

Enginccdng Computet Information System or Information Technology
o Must havc at least 2 ycats of etpcrience in application suPPort or softrvate

developmcnt
o Must bc tcchnically sHlled in uoubleshooting and resolving applicltion issues

Levcl 3 Suppon Dcvelopcr (1 pcrsonncl)
o Must havc at least a college degrce in any rclated ficld, prcfcrably Computer

Engineeting Computet Information Systcm or Information Tcchnology
o Must have at lcast 4 years of erperience in appl.ication suPPort, softwate

dcvelopment, or systems inrcgradon
o Must bc highlv technical and skilled in complex problcm resolution and systetr

archi tccture

a

8. DELTVERYSCHEDULE

The delivcry schedulc will bc within twclve (12) calendat nronths upon the issuance of the

Nodce to Procced (N'Ifl.

9. APPROVED BUDGET FORTHE CONTRACT

The Approved Budget for the Contract (ABC) amounts to Nine Million Eight Hundred
Thousand and fi)/100 Pesos otly [Php 9'8{D'fl)0.fl[ VAT inclusive
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DESCRIPTION AMOT'NT

Manpourer and Professional Sen ices
- Tcchnical personncl and all IT maintenance activities,

including troubleshooting, rnoaitoring, configuretion'
mbiiCgemcnt and docunrcntation

Project I{anagen:ent for Application Support
- Planning, coordination, SLA uaiking reporting,

sakcholder communication & oversight-

TOTAIAMOUNT

BREAKDOWN OFABC

10. BASIS FOR PAYMENT

Particular Wcight
Month 1 8.33%

Month 2 8.33%

Month 3 g.33th

N{onth 4 8-33V0

Mooth 5 8.33%

Nlonth 6 8.33Vo

Ivlonth / 8.330h

Nlonth 8 8.33o/o

Month 9 833%

Ilfonth 10 8.330

Month 11 8.330h

Month 12 8.330h

Total too%

IT Maintenance and technicer support serrices shan be paid in equal n:onthly installments
over a period of rwelve (12) rnonths. The service pro*ider shalr submir tt,. fouo-ing o,
suppordng docurnents for eadr billing period:

r Monthly IT Itlaintenance and Support Accomplishmenr Report duJy signed by thc
Scrvice Provider.

. Monrll), Incidcnt Report duly signed by the Service provider, if applicable.
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11. PENALTIES BOR BREACH OP CONTRACT

ilI. CA}ICEII.ATION OR TERMINATION OF CONTRACT

should there be any dispute, controversl', or diffctence between the parties arising out of this
ToR" the parties hercin shall exea efforts to emicably settle such dispute or diffetence.
Howcr.cr, if any disputc, conuovcrsy or difference cannot bc resolved by thcm amicably to
thc mutual satisfaction of the partics, then the nrafter may bc submitted for atbitration in
accordance with o<isting laws, without prejudice for the agpieved parry to scek re&css
befote a court of compercnt iurisdiction.

Preparcd by:

Fa:lurc to dclivcr the scrvices according to thc standards and rcquirements sct bv rhc ciry-
shall constitute nn offensc and shall subject the se.vice provider to penaldes and/or
Iiquidatcd damryes pursuant to RA 12fi)9, "Ncw Governmert procurement Act, a law that
streamlines and modcmizes govcrnment procuement processes" and its Implementing
Rules and Reguladons (IRR).

*-d-A
ffiltun{r.o.ruMADHo

Officer-in-Chxge4.
Information Technology Development Deprrrnent

IT Oflicer I, Infotmation Technology Devdopment Dcpartrncnt

Reviewed and endoned by':

G. CRUZ
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