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Oracle ERP Support Agreement — Scope of Work
Support Agreement will be divided into Three Lots as follows:

i. Lot One: Oracle ERP e-Business Suite Support

Local support services and enhancement of the Oracle e-Business Suite ERP system are required at Water
Authority of Jordan premises in Jordan (for all branches and locations) for one year. The following services
are within the scope of work and not limited to:

1- Scope of work for Oracle EBS Applications

a. Applications in scope are:
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1) WAJ (Financial (GL, AP, AR, CM, FA, and Budgets), Core HR, Payroll,
Inventory, Core Purchasing, elementary parts of Order management, elementary
parts of cost management. RICEW and FRICE Components (reports, forms,
extensions / enhancement, interfaces, Conversions, Workflow.. etc..). Integrations,
AME and workflow, ECC, Web ADI, APIs, etc..

Troubleshoot and resolve any issues or errors that arise within the implemented Oracle EBS
applications in the scope.

Open and follow up on the tickets regarding raised issues (Service Request SR in Oracle),
then apply the needed steps to implement the solution, and inform WAJ with the resolution.
Inform IT and business team about any enhancement or development opportunity.

Assist WAJ IT and functional teams in closing monthly and annual periods and resolve
related issues. Open new monthly and annual periods as per WAJ business needs and as per
Oracle Best Practice. Applying necessary yearly and monthly configurations.

12 (twelve) EBS reports should be included in agreement with the main service.

g. Apply technical modifications and enhancements needed to solve any functional issue.

Configure and enable Oracle Approvals mobile App on Test and Production
environments.

Support and enhance ECC modules (AR, AP, FA, SCM, HR..etc..) as per WAJ business
needs

2- Technical support for EBS Applications and DBA

o &

h ® o O

Cloning and refreshing the Test Environments.

Database and OS Space Management.

Monthly Preventive Maintenance visits on Oracle environment.

Assistance in developing backup scripts and procedures for RMAN backups.

Perform Oracle Restore and recovery process in case of any OS, HW or Oracle EBS Failure.
Configuration on database level.

Verification of database stability and periodical check-up of trace, log files and initialization
parameters, and solve any DB error. Providing us with a report describing any problems
detected and a copy of the trace file(s).

Installing Oracle EBS patches that do not affect business side, and applying technology bug
fixes. If there is an impact on the business side then a mutual agreement should be obtained
first.

Installing Oracle EBS security patches released from Oracle quarterly And Any Patches

recommended from Oracle.
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p.

Capacity Planning and Capacity Forecasting provide thorough analysis of current and
anticipated environment requirements.

Performance Tuning is for both the application and database.

Assistance in code rewrite to gain the best performance.

Recommend/apply any action that would increase performance.

Support DR (Disaster Recovery) site of Oracle EBS that includes: (periodic testing,
activation on needs, periodic health checking and change DR (Disaster Recovery) Site
Location if needed).

Any Update on Primary Site Must be applied on DR (Disaster Recovery) Site (Reports,
Forms, Customizations, Security issues, Integrations.. etc).

Configure any important security needed related to EBS.

3- Integration Support

a.
b.

Troubleshoot and resolve any issues or errors arising within existing integrations.

Develop two additional integrations with EBS from external sources, with a total estimated
effort of 10 man-days.

WAJ has the right to replace one of the integrations (or both of them) with another

customized solution or requirement as per WAJ needs.

4- General Conditions

a.

Urgent Support tickets must be solved (or follow up with Oracle if it is a bug in the system)
within 24 hours, and all other tickets must be solved within a maximum of five days
(Depending on priority).

Document the solution of all tickets.

Provide feedback to WAJ regarding the capabilities of system users if they are using the
system correctly and recommend any suggestions to use the system correctly.

Regular on-site visits should be provided, 40 on-site visits are required

Two Employees at least should be available for Financial Track.

CVs of support team should be provided. Support team should have at least 3 successful
implementations in Oracle ERP e-Business Suite system, also if there is a need to replace
any of the team members then CV of new member should be presented to WAJ to get
approval before replacement.

Services in agreement applied will be evaluated and estimated quarterly.

Payments will be paid quarterly (at the end of each quarter) upon completion of all raised

issues.
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Lot Two: Oracle Analytics implementation
Oracle Analytics implementation (latest version) is needed with the following services:

1) Install, configure and implement Oracle Analytics to connect to current Oracle EBS
applications, considering the following:

a. One dashboard for each Oracle EBS implemented module regardless of the number of
reports that exist in the dashboard (Canvas).

b. Two dashboards for mixed Oracle EBS implemented modules regardless of the number of
reports that exist in the dashboard (Canvas).

2) Connect Oracle Analytics to old ERP (FAS) DB instance as an additional source, and move
existing repository of old Oracle Bl version with required old existing Oracle Bl reports to new
Oracle Analytics, and provide full test.

3) Connect the new Oracle Analytics to external applications (non-Oracle ERP DB) and develop
one dashboard.

4) Implement/enable Al features and functionality in implemented dashboards that enhance WAJ
business and provide forecast.

5) Create and configure Oracle Analytics test environment

6) Technical on-job training

7) Full Documentation for the above

8) Mode of Work (on-site / off-site) should be specified with regular on-site visits required

9) Two Employees at least should be available for this Lot.

10) Allocated Team should include one financial specialist at least.

11) CVs for specialized and experienced Oracle Analytics staff should be presented.

12) Proposed Oracle Analytics solution and capabilities should be presented at WAJ during tenders’
evaluation phase

13) Project Plan with milestones should be presented to WAJ at initiation phase (after beginning of
agreement) and should be approved by WAJ

14) Oracle Analytics Solution (in scope) should be delivered within maximum eight months

15) Support services for Oracle Analytics should be provided for each Item in quantity / prices table
(point 5 below) starting acceptance of the item and lasting till the end of support of last item
(six months support after last item). Support Includes solving any technical or functional issue
may arise.

16) Payment terms and acceptance criteria

a. Each service and deliverable in quantity / Prices table (point 5 below) will be evaluated
separately according to its milestones

b. Each service and deliverable in quantity / Prices table (point 5 below) will be paid separately
upon its completion and final acceptance
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1)

2)

3)
4)
5)
6)
7)
8)
9)

Lot Three: Custodies System

Custodies system / Solution is needed to be developed / implemented to cover full custodies
cycle and available business processes at WAJ, considering the following:

Provide and implement a Comprehensive solution for WAJ Custodies with all available
business processes and features covering: Items returns, Custody rounding, Custody erasing,
Custody request, Custody registration, Custody installation at locations.. etc.. as part of
Supply chain solution implemented at WAJ and as per WAJ requirements (with all needed
integrations with EBS modules such as Inventory, Fixed Assets, Purchasing, Order
Management.. etc.., and in-between EBS modules), providing required reports as per WAJ
Business needs.

Customized modules / RICEW and FRICE components should be developed using standard
Oracle EBS templates.

Proposed solution should be presented at WAJ during tenders’ evaluation phase

Provide WAJ with full source Code of customized modules / RICEW and FRICE components
Technical on-job training and manuals

User Training and manuals

Mode of Work (on-site / off-site) should be specified with regular on-site visits required
Provide Support after going Live.

Full Documentation for the above

10) CVs for specialized and experienced staff should be presented.

17) Project Plan with milestones should be presented to WAJ at initiation phase (after beginning of

agreement) and should be approved by WAJ

18) Custodies Solution (in scope) should be delivered within maximum five months

19) Support services for Custodies Solution should be provided for six months starting acceptance

of the solution. Including solving any technical or functional issue may arise.

20) Payment terms and acceptance criteria

c. Each service and deliverable in quantity / Prices table (point 5 below) will be evaluated
separately according to its milestones

d. Each service and deliverable in quantity / Prices table (point 5 below) will be paid separately
upon its completion and final acceptance
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Common Scope and Conditions (for all Lots)

1- Escalation procedures and penalties

Severity | Definition Support Penalty
1 Must be done, A penalty of 10 J.D. shall be applied for each hour pass
essential to the resolution time. This penalty shall continue for the first
business survival. | 24 hours. If delay continues, then a penalty of 100 J.D. per
Business can't day shall be applied and for the maximum duration of 2
continue days; after that, 3rd party will be called to fix the problem.

2 Should be done, A penalty of 100 J.D. shall be applied for each day pass
near essential to the resolution time. This penalty will be applied for the

business survival maximum duration of 4 days; after that, 3rd party will be
called to fix the problem.

3 Could be done, A penalty of 80 J.D. shall be applied for each day pass the
high benefit to resolution time. This penalty will be applied for the
business if time maximum duration of 5 days; after that, 3rd party will be

and resources are | called to fix the problem.
available

4 Important A penalty of 80 J.D. shall be applied for each day pass the
problem but can resolution time. This penalty will be applied for the

maximum duration of 5 days; after that, 3rd party will be
be wait called to fix the problem.

2- CVs for each Lot should be presented separately.

3- Evaluation Criteria and tender’s requirements specifications

a.

o

Proposals will be evaluated based on the following criteria:
1) Experience and qualifications of vendor’s support team.
2) Proposed methodology, Compliance with mentioned scope, services, and timeline
of doing support services
3) Pricing and fees
Mode of work should be specified (on-site / off-site) with number of on-site visits

Detailed prices are required

Proposed solutions in Lot Two and Lot Three above should be presented at WAJ during
tenders’ evaluation phase

Each Lot will be evaluated separately technically and financially, and each lot can be
awarded to different vendor / Supplier according to evaluations scores and criteria.
Awarded Vendors / Suppliers for all lots should cooperate between each other when needed
during agreement under supervision of WAJ

Bidder should apply and specify prices for all items in quantity / prices table (point 5 below)
and according to mentioned scope, otherwise he will be considered disqualified.

Final score will be divided as follows:
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1) 65% for technical evaluation
2) 35% for financial evaluation

4- Evaluation of Technical Proposal (65%0)

Technical factors (sub-factors) and corresponding weights out of 100% are:

e Bidders whose technical score is less than 80% will be considered disqualified.
e Each Lot will be evaluated separately with corresponding weights out of 100%

Technical Factors Sub- Weight in
Weight | percent %
< Lot One: Oracle ERP e-Business Suite Support 100

1. DBA staff experts and at least 3 implementations 6

2. Financial Techno/Functional staff experts and at least 6
3 implementations

3. Supply chain Techno/Functional staff experts and at 6
least 3 implementations

4. HR and Payroll Techno/Functional staff experts and 6
at least 3 implementations

5. Functional and Technical (Financial, Inventory, 20
Purchasing, HR, Payroll, ...etc.) and RICEW
Components (reports, forms, extensions, interfaces,

APIs, integrations, AME and workflow, Web ADI,
etc...) in-scope Support Services compliance

6. Two additional integrations with EBS from external 10
sources and compliance with above conditions (pt. 3)

7. Applications and System DBA Maintenance, 15
Performance Tuning and in-scope compliance
Services

8. Disaster Recovery (DR) site Support Services as in- 10
scope above

9. Proposed timeline of Maintenance Services 5

10. Solutions documentation 3

11. Mode of support (on-site / off-site) with regular on- 10
site visits

12. Company references 3

s Lot Two: Oracle Analytics implementation 100

1. Work approach and methodology for Oracle 5
Analytics

2. Oracle Analytics staff experts and experience 20

3. Installation and configuration of Oracle Analytics to 20
connect to current Oracle EBS and execute
mentioned scope

4. Create and configure Oracle Analytics test 10
environment

5. Implement / enable Al features and functionality in 5
implemented dashboards

6. Migration of old Oracle Bl to new Oracle Analytics 15
and as mentioned in scope above

7. Solutions documentation 5
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8. Connect the new Oracle Analytics to external 10
applications (non-Oracle ERP DB) and develop one
dashboard.

9. Mode of Work (on-site / off-site) with regular on-site 5
visits required

10. Proposed timeline of Services 2

11. Company references 3

s Lot Three: Custodies System 100

1. Compliance with Custodies System in-scope Services 30
above

2. Work approach and methodology for Custodies 10
Solution

3. Expert Staff and experience 20

4. Customized modules / RICE components should be 10
developed using standard Oracle EBS templates.

5. Solutions documentation and manuals 5

6. Provide WAJ with full source Code of customized 15
modules / RICE components

7. Mode of Work (on-site / off-site) with regular on-site 5
visits required

8. Proposed timeline of Services 2

9. Company references 3
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5- Evaluation of Financial Proposal (35%), Prices Table (<lsS!l J g43)

6- Evaluation of Financial Proposals (35%b)
e Each lot will be financially evaluated separately
e Financial Proposal weighting criteria will be calculated as follows:

Financial Proposal Score “Proposal Cost percentage” = C1 * 35%

Where

C1 = (Minimal Proposal Cost / Evaluated Proposal Cost) * 100%
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ltem

Description

Qty

Unit

(531 31 i [

(T

a3 ]
(o sts)]

Laa,

aus

taa,]

ausT]

Lot One: Oracle ERP e-Business
Suite Support

[l

[

[

1. Functional and Technical Support

[l

|

N

a) Financial (GL, AP, AR, CM, FA, and
Budget) modules Support

Lump Sum

[

b) Core HR and Payroll modules
Support

Lump Sum

c) Inventory, Core Purchasing,
elementary parts of Order
management, elementary parts of
cost management modules Support

Lump Sum

d) RICEW Components (reports,
forms, extensions, interfaces, APIs,
integrations, AME and workflow,
Web ADI, etc...) Support

Lump Sum

e) Configure and enable Oracle
Approvals mobile App on Test and
Production environments.

Lump Sum

2. Applications DBA System Maintenance

and Performance Tuning Services

Lump Sum

3. Support Disaster Recovery (DR) site as
in-scope above

Lump Sum

4. Develop two additional integrations

with EBS from external sources, with a

Lump Sum
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total estimated effort of 10 man-days
and according to above scope

On-site visits

40

Each []

additional EBS reports to be developed

12

Each []

Total Price of Lot One without tax

Tax amount

Total Price of Lot One with tax

[

Lot Two: Oracle Analytics

implementation

(N I

O] (OO
(I
OOoood o

1.

Installation and configuration of Oracle
Analytics to connect to current Oracle
EBS and execute mentioned scope

Lump Sum L]

Create and configure Oracle Analytics
test environment

Lump Sum | O

Migration of old Oracle Bl to new
Oracle Analytics and as mentioned in
scope above

Lump Sum | O

Connect Oracle Analytics to external
applications (non-Oracle ERP DB) and
develop one dashboard.

Lump Sum ]

Technical on-job training and end user

training

Lump Sum ]

Support Services for Oracle Analytics

for all items starting acceptance and

Lump Sum | U
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ending in six months after last item (as
mentioned in scope above).
Total Price of Lot Two without tax [] [] [] []
Tax amount [ ] [ 7]
Total Price of Lot Two with tax [] [] [] []
[ L] [
Lot Three: Custodies System [] [] [] []
1. Develop / Implement custodies Solution — Lump Sum [] L] L] ]
as in scope above
2. Support Services for Custodies Solution —_— Lump Sum [] [] [] H
for six months and as mentioned in
scope above
3. Technical on-job training and end User —_— Lump Sum [] [] ] ]
Training
Total Price of Lot Three without tax(] 0 O O
Tax amount 0 O O
Total Price of Lot Three with tax 0 0 O
b ( ) L)) a1 yaualf
............................................ TS ao 3 sl

........................ () +had muaiell s (Mo 31 sl
................................. (Ausaulyo / 4 pi) B

............................... (Aunuya / S i) adUSS adla
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