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SARS RFP 23/2022
THE REQUEST TO APPOINT A SERVICE PROVIDER FOR WHATSAPP BUSINESS SOLUTION PLATFORM FOR A PERIOD OF FIVE (05) YEARS
Technical Response Template

Instructions

1. Bidder is instructed to follow the format (section numbering, headings etc.) of this Technical Response Template exactly. Bidder must not deviate from the numbering scheme nor deviate from the order in which the sections and subsections are presented in this template.

2. Each section of this Technical Response Template corresponds to a technical criterion in terms of which the Bidder’s Proposal will be evaluated. Within each section is an explanation (in italics) of what the Bidder is required to provide. Omitting a section; a required response, answer or required documentation will result in SARS not being able to allocate points to the Bidder for that criterion.
3. The Bidder must use this MS-Word document to use as a template for its response. The Bidder may delete these italicised instructions and the tables headed by “Instructions for completing a Response to Table A” and “Instructions for completing a Response to Table B” from the completed template in its Proposal.
Important note regarding the contents of the Bidder’s response

1. The accuracy of content of the Bidder’s response is paramount. SARS may, at its discretion, conduct a due diligence to verify the claims made in the Bidder’s Proposal during or after SARS’s evaluation of the technical criteria. 
2. The Bidder must make clear every aspect of its response to the information sought. SARS does not take any responsibility to clarify any aspect of the Bidder’s response. SARS may at its own discretion seek clarification from the Bidder. Any interpretation that is made by SARS evaluators of an ambiguous response will be final and need not be clarified by SARS.

3. SARS will evaluate the Bidder’s Proposal based on the information contained in the Proposal (and any clarifications, verifications or due diligence conducted by SARS). SARS has no responsibility to take extraneous information into account in its evaluation.
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1. Product / Service Functional Requirements
	Bidders are requested to provide a minimum of 6 months previous performance report against Service Level Agreement to proof compliance to client’s requirements, any bidder who fails to comply with this request will score zero. 
SARS seeks to establish Bidder’s performance against service levels for which the Bidder has been providing WhatsApp Business Solution services to its current client and/or previous.
Bidders who can demonstrate that they have been providing WhatsApp Business Solution services and their performance is between 98-100 up-time will receive maximum points. Reference documentation must be attached by the Bidder to substantiate its claims to achieve maximum points.



	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide more references.



	
	Field name
	Instructions

	
	Product / Service Functional Requirements
	The solution must align to SARS’s expected uptime of near 100% for at least minimum operating times from 06:00 am to 18:00pm = (20)

•
98-100 = (20) points

•
 95 - 97 = (10) points 

•
Less than 95 = (0) points
Attach evidence in the form of report

	
	

	Instructions for completing Response Table B below.
· The Bidder must provide a letter of reference for each client in Table A to receive maximum points

· All additional documentation must be attached in a subsection of the Attached Documentation Section (Section 9) at the end of this template. The Bidder must create a new subsection in the Attached Documentation Section (Section 9) for each additional document and place the document within the subsection.

· The Bidder must provide the following information in Response Table B: References to Attached Documentation for each document the Bidder has attached. 



	
	Field name
	Instructions

	
	Reference
	The reference where the document can be found must be entered in this field (E.g., Section 8.1).

	
	Document Title
	The name of the document (e.g., “Report”) 

	
	Submitted in support of
	The Bidder must indicate what aspect of the Bidder’s response in Table A is supported by the document. (e.g., “report”)

	· The Bidder may add more rows to Response Table B: References to Attached Documentation if necessary.




	Response Table A

	(1.) Bidders must indicate their solution up-time availability of near 100% against service level (attach evidence to support the claim).

	

	

	

	

	

	


	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	

	
	
	


2. WhatsApp Message Volumes
	Bidders are requested to provide proof of maximum messages sent per day based on the client coverage. A Bidder’s solution must be able to service a minimum of 20,000 messages per day, with at least minimum operating times of 06:00 am to 18:00pm.


	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide details the entities have they may have changed name or have been the subject of mergers or acquisitions.



	
	Field name
	Instructions

	
	WhatsApp Message Volumes.
	Bidders are requested to provide proof that their solution can send out a minimum of 20 000 messages per day based on the client coverage.

	
	


	Response Table A

	(2.) Number of messages that a Bidder’s solution can send out in a day. 

	

	

	

	


	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	


3.  WhatsApp Alerts and Health Performance Reporting
	SARS seeks to establish the Bidder’s near real-time alerts, report on the health and performance indicators e.g., number of successfully delivered or failed messages etc
Bidders must demonstrate that their reliance and capability as demonstrated in their previous / current clients report. Reference documentation must be attached by the Bidder to substantiate its claims to achieve maximum points.



	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide details. 



	

	Field name
	Instructions

	
	WhatsApp Alerts and Health Performance Reporting.
	Does the Bidder near real-time alerts and report on the health performance indicators e.g., number of successfully delivered and failed messages etc? Bidder must provide details evidence in the form of report.

	
	

	Instructions for completing Response Table B below.
· The Bidder is encouraged to attach any additional documentation to substantiate claims made in its answer(s) in Response Table A. It remains the Bidder’s responsibility to provide sufficient information to support its claim to satisfying this technical requirement.
· All additional documentation must be attached in a subsection of the Attached Documentation Section (Section 9) at the end of this template. The Bidder must create a new subsection in the Attached Documentation Section (Section 9) for each additional document and place the document within the subsection.

· The Bidder must provide the following information in Response Table B: References to Attached Documentation for each document the Bidder has attached. 



	
	Field name
	Instructions

	
	Reference
	The reference where the document can be found must be entered in this field (E.g., Section 8.1).

	
	Document Title
	The name of the document (e.g., “performance report”) 

	
	Submitted in support of
	The Bidder must indicate what aspect of the Bidder’s response in Table A is supported by the document. (e.g., “Document provides evidence of the Bidder’s performance report”)

	· The Bidder may add more rows to Response Table B: References to Attached Documentation if necessary.




	Response Table A

	(3.1) Does the Bidder’s reports indicate near real-time alerts and health performance indicators e.g., number of successfully delivered, failed messages etc.?

	

	

	

	

	


	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	


4. Bidder Experience and Capability Requirements 
	SARS seeks to understand that does the bidder have prior experience in implementation of WhatsApp Business Platform in South Africa. 

The bidder must have provided WhatsApp Business Platform to at least 3 customers with a minimum of 20,000 message exchanges per day.
Bidders who can demonstrate the ability to compliance to 3 customers with more than 50,000 messages will receive maximum points. Reference documentation must be attached by the Bidder to substantiate its claims to achieve maximum points.

	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide details the entities have they may have changed name or have been the subject of mergers or acquisitions.



	
	Field name
	Instructions

	
	Bidder must confirm the Bidder’s Experience and Capability Requirements.
	The bidder must have provided WhatsApp Business Platform to a minimum of at least 3 customers with 20,000 message exchanges per day.
Provide letters of confirmation from previous or current customers (Private or Government) to whom the project or service was successfully delivered or a sworn affidavit to this effect. Each letter must be dated and indicate: 

a)
The customer Company name and physical address. 

b)
Customer contact person’s name, position, telephone number and email address. 

c)
Project scope of work. 

d)
Project Start and End Date. 

	
	

	Instructions for completing Response Table B below.
· The Bidder is encouraged to attach any additional documentation to substantiate claims made in its answer(s) in Response Table A. It remains the Bidder’s responsibility to provide sufficient information to support its claim to satisfying this technical requirement.
· All additional documentation must be attached in a subsection of the Attached Documentation Section (Section 9) at the end of this template. The Bidder must create a new subsection in the Attached Documentation Section (Section 9) for each additional document and place the document within the subsection.

· The Bidder must provide the following information in Response Table B: References to Attached Documentation for each document the Bidder has attached. 



	
	Field name
	Instructions

	
	Reference
	The reference where the document can be found must be entered in this field (E.g., Section 8.1).

	
	Document Title
	The name of the document (e.g., “Reference Letters”) 

	
	Submitted in support of
	The Bidder must indicate what aspect of the Bidder’s response in Table A is supported by the document. (e.g., “Document provides evidence of the Bidders current client base”)

	· The Bidder may add more rows to Response Table B: References to Attached Documentation if necessary.




	Response Table A

	(4.) Does the bidder have prior experience in implementation of WhatsApp Business Platform in South Africa?

Provide letters of confirmation from previous or current customers (Private or Government) to whom the project or service was successfully delivered or a sworn affidavit to this effect. Each letter must be dated and indicate: 

a)
The customer Company name and physical address. 

b)
Customer contact person’s name, position, telephone number and email address. 

c)
Project scope of work. 

d)
Project Start and End Date.

	

	

	

	


	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	

	
	
	


5.  Project Schedule / Duration
	Bidder must indicate the timelines for the implementation of a WhatsApp Business Platform should they be successful based on their previous experience.   
 Reference documentation must be attached by the Bidder to substantiate its claims to achieve maximum points.



	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide more references.



	
	Field name
	Instructions

	
	Project Schedule / Duration
	The Bidder must indicate what will be the timelines for the implementation of a WhatsApp Business Platform. 
Bidders are requested to provide proof of documentation of previous successful project implementation. Detail packages and deliverables must be clearly outlined together with the effort required.

	
	

	Instructions for completing Response Table B below.
· All additional documentation must be attached in a subsection of the Attached Documentation Section (Section 9) at the end of this template. The Bidder must create a new subsection in the Attached Documentation Section (Section 9) for each additional document and place the document within the subsection.

· The Bidder must provide the following information in Response Table B: References to Attached Documentation for each document the Bidder has attached. 



	
	Field name
	Instructions

	
	Reference
	The reference where the document can be found must be entered in this field (E.g., Section 5.)

	
	Document Title
	The name of the document (e.g., “Project Schedule Implementation”) 

	
	Submitted in support of
	The Bidder must indicate what aspect of the Bidder’s response in Table A is supported by the document. (e.g., “Provides proof of project schedule”)

	· The Bidder may add more rows to Response Table B: References to Attached Documentation if necessary.




	Response Table A

	(5.) What will be the Bidder’s timelines for the implementation of a WhatsApp Business Platform?

	

	

	

	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	


6. Training Requirements
	Bidders to provide ongoing training for the enablement of SARS resources to be able to provide support to SARS internal and external customers. Bidders are requested to provide training schedules, manuals, solution end-to-end presentation and any other related evidence. The Bidder will be expected to provide training and support services to SARS, which will include fault or query escalation process.
Bidders who can demonstrate that they can provide training schedules, manuals, solution end-to-end presentation and any other related evidence will receive maximum points. Reference documentation must be attached by the Bidder to substantiate its claims to achieve maximum points.

	Instructions for completing Response Table A below.
· The Bidder must complete all fields in Response Table A in full.

· The Bidder may add more lines to Response Table A if necessary to provide details the entities have they may have changed name or have been the subject of mergers or acquisitions.



	
	Field name
	Instructions

	
	Training Requirements
	The Bidder must provide training schedules, manuals, solution end-to-end presentation and any other related evidence.

	
	

	Instructions for completing Response Table B below.
· To obtain maximum points for this sub-criterion the Bidder must attach proof of the UPS & Generator existence. (E.g., training schedule).

· The Bidder is encouraged to attach any additional documentation to substantiate claims made in its answer(s) in Response Table A. It remains the Bidder’s responsibility to provide sufficient information to support its claim to satisfying this technical requirement.
· All additional documentation must be attached in a subsection of the Attached Documentation Section (Section 8) at the end of this template. The Bidder must create a new subsection in the Attached Documentation Section (Section 8) for each additional document and place the document within the subsection.

· The Bidder must provide the following information in Response Table B: References to Attached Documentation for each document the Bidder has attached. 



	
	Field name
	Instructions

	
	Reference
	The reference where the document can be found must be entered in this field (E.g., Section 8.1).

	
	Document Title
	The name of the document (e.g., “training proposal”) 

	
	Submitted in support of
	The Bidder must indicate what aspect of the Bidder’s response in Table A is supported by the document. (e.g., “Document provides proof of the existence of training program”)

	· The Bidder may add more rows to Response Table B: References to Attached Documentation if necessary.




	Response Table A

	(6.) Bidders are requested to provide training schedules, manuals, solution end-to-end presentation and any other related evidence to support their submission.

	

	

	


	Response Table B: References to Attached Documentation

	Reference
	Document Title
	Submitted In support of 

	
	
	

	
	
	


7. Authorised Signature of Bidder

I declare that the responses and the information provided are accurate, complete, and correct and that I am authorised to sign this declaration on behalf of the Bidder.
	Signature of Bidder’s Authorised Signatory
	

	Name
	

	Capacity
	

	Date
	


8. Attached Documentation 

8.1. [NOTE TO BIDDER: THE DOCUMENT TITLE MUST BE ENTERED HERE]
[NOTE TO BIDDER: THE ACTUAL DOCUMENT MUST BE PASTED IN HERE]
8.2. [NOTE TO BIDDER: THE DOCUMENT TITLE MUST BE ENTERED HERE]
[NOTE TO BIDDER: THE ACTUAL DOCUMENT MUST BE PASTED IN HERE]
8.3. [NOTE TO BIDDER: THE DOCUMENT TITLE MUST BE ENTERED HERE]
[NOTE TO BIDDER: THE ACTUAL DOCUMENT MUST BE PASTED IN HERE]
[THE BIDDER MAY ADD MORE SUBSECTIONS TO ACCOMMODATE MORE ATTACHED DOCUMENTATION]
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