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PROCUREMENT DOCUMENTATION
SIMPLIFIED OPEN TENDER PROCEDURE



[bookmark: _Hlk186792959]HARDWARE AND SOFTWARE COMPLEX CONTACT CENTER OF THE "HELP DESK" SYSTEM AND SERVICES FROM ITS SETTINGS


I. [bookmark: _Hlk138406545]GENERAL PROVISIONS

1.1. Public Institution Central Project Management Agency (hereinafter - the Contracting Authority or the CPVA), intends to procure HARDWARE AND SOFTWARE COMPLEX CONTACT CENTER OF THE "HELP DESK" SYSTEM AND SERVICES FROM ITS SETTINGS (Goods). The final owner and beneficiary of the State Customs Service of Ukraine.
1.2. The Procurement is carried out by means of the Central Public Procurement Information System, web page https://viesiejipirkimai.lt. (hereinafter - CPP IS). 
1.3. The Procurement Conditions and their clarifications and supplements are published in the CPP IS at https://viesiejipirkimai.lt. The Suppliers should closely monitor the clarifications of and additions to the Procurement Documents that are uploaded to the CPP IS.
1.4. Only the Suppliers registered with the CPP IS can participate in the Procurement. The Suppliers may register with the CPP IS at https://viesiejipirkimai.lt. Instructions on how to register with the CVP IS are available on the Public Procurement Office website. 
1.5. [bookmark: _Hlk165638915]The communication and exchange of information between the Contracting Authority and the Suppliers shall take place using the CPP IS means, except:
1.5.1. where in the event of mobilization, war or an emergency damages have been caused to the CPP IS, which prevent the Contracting Authority and the Supplier from communicating and exchanging information using the CPP IS;
1.5.2. in signing or terminating, performing or amending contracts, if the Contracting Authority specifies other means of communication; 
1.5.3. making claims (claims may be made via the CPP IS, electronic means or shall be delivered by hand against signature through the postal services provider or other proper carrier). 
1.6. The procurement shall be carried out in accordance with the “Description of the procedure for conducting simplified public procurement by diplomatic missions of the Republic of Lithuania in foreign states, missions of the Republic of Lithuania to international organizations, consular posts and special missions, also other contracting authorities procuring abroad the supplies,  services or works intended for their divisions, Diplomatic missions of the Republic of Lithuania in foreign countries, missions of the Republic of Lithuania to international organisations, consular offices and special missions, military envoys or special attachés abroad or intended for the developmental cooperation and other projects under implementation abroad”, approved by Order No. V-809/V-188 of 31 August 2017 of the Minister of National Defense of the Republic of Lithuania and Minister of Foreign Affairs of the Republic of Lithuania (hereinafter - Description) (Annex 4) and this Procurement Documentation.
1.7. The Procurement shall be carried out in accordance with the principles of equality, non-discrimination, transparency, mutual recognition, proportionality as well as the requirements of confidentiality and impartiality.
1.8. All terms and conditions are set out in the procurement documentation, including:
1.8.1. notice of procurement and the procurement documents published in the Central Public Procurement Information System (CPP IS) in accordance with the procedure stipulated in Article 34 of the Law on Public Procurement (LPP). Additional notices and information notices may be published on the website of the procurer, elsewhere on the Internet, in local publications of the state wherein the procurement is conducted or by other means;
1.8.2. terms of the written selective tendering procedure for procurement of Goods (including annexes) (Terms of procurement);
1.8.3. explanatory (revision) notes to the procurement documentation, as well as answers to the supplier‘s questions (if any), published in the CPP IS.
1.9.  CPVA is not a value added tax (VAT) payer. 
1.10.  The procurement is organized and executed by the Public Procurement Commission (hereinafter - Commission). Persons authorized to maintain direct contact with the suppliers: (Erika Simaitė), email: publicprocurement@cpva.lt.
1.11. If there are any doubts about the transparency of this procurement, please don’t hesitate and report anonymously complaint:
      - personally and in written;
      - via phone + 370 (8) 5 249 9239;
      - via e-mail skaidrumas@cpva.lt to the Agency’s Working Group which is set to analyze the probability of corruption occurrences. Remaining information - https://cpva.lt/korupcijos-ir-sukciavimo-prevencija.  
1.12. References in the description of the procurement object (technical specification) to the standard, specific trademark, manufacturer, origin of the goods and / or the like must be read and understood together with the words “or equivalent”.

II. OBJECT OF THE PROCUREMENT

2.1.  The Object of the Procurement shall be Goods for implementation of the project activities.
2.2.  The Object of the Procurement shall not be divided into lots, e.g., suppliers must submit tenders to the entire scope of Procurement. 
2.3. Submission of alternative tenders is prohibited. 
2.4.  Requirements for the Goods and their quantities are provided in the Technical Specification (Annex 1).
2.5.  Term for fulfillment of the contractual obligations – 6 months from the signing of the Contract. Options for extending the delivery period – 2 months, in accordance with the terms and conditions of the contract.
2.6. The place of acceptance of the Goods - The State Customs Service of Ukraine server room, Kyiv. The exact delivery addresses will be communicated to the Supplier at the time of Contract execution. 

III. EXECUTION OF THE PROCUREMENT

3.1. The simplified open tender procedure (open procedure) shall be conducted through CPP IS, in accordance with the provisions of Chapter VIII of the Description, by publishing a notice of the procurement and the procurement documents in the CPP IS in accordance with the procedure stipulated in Article 34 of the LPP.
3.2. The procurement by inquiry shall consist of the following stages:
3.2.1. the Contracting Authority will invite the supplier to tender by sending the tender documents to the supplier;
3.2.2.the Contracting Authority, having evaluated the tenders, shall determine the ranking of tenders and decide on the winning tender - the cheapest supplier provider;
3.2.3. the Contracting Authority will check the qualification referred to in point 9.1 of the Procurement Documents only for the supplier who will be recognized as the winner, and its price will be the lowest;
3.2.4. the Contracting Authority shall sign a contract with the successful tenderer.
3.3. Approved budget of the Procurement is 200 000,00 Eur with VAT. If the tenderer will offer a price above this budget, its tender, according to 14.1.3 will be rejected.

IV. REQUIREMENTS FOR PREPARATION AND SUBMISSION OF TENDER

4.1. Tender must include the following:
4.1.1. Completed and signed Tender Form (Annex 2). The deadline for submission of the Tender Form (date and time) will be indicated in the notice of procurement published in the CPP IS; 
4.1.2. Completed and signed Declaration of Honour on Grounds for Exclusion (Annex 3);
4.1.3. Completed and signed Declaration of compliance with national security requirements (Annex 7). 
4.2. CPVA shall not be responsible for any unforeseen events that may have resulted failure to submit or late receipt of the Tender. Tenders submitted too late shall not be accepted. 
4.3. The price of the Goods offered must be specified in euros and expressed and calculated in accordance with Tender Form (Annex 2) to this Procurement Documentation (rounded to two decimal places). The price quoted for the Goods in the tender shall be inclusive of all taxes and all costs, including implementation costs, delivery costs, costs of exporting the Goods and the cost of providing documents for payment, if any (excluding costs and/or taxes related to the importation of goods). The Tender will be evaluated in euros. 
4.5. Export and Import procedures for Goods:
4.5.1. If the purchased goods will be exported to Ukraine, all export procedures and documents relating to the export of the purchased goods are handled and signed by the supplier. In this respect, the supplier will issue an invoice at a 0% VAT rate.
4.5.2. If the goods to be purchased will be imported into Ukraine, all import procedures and import-related documents are handled and signed by the Beneficiary. All taxes and costs related to the import shall be the responsibility of the Beneficiary. 
4.6. The Tender must be signed in any of the following ways: 
4.6.1. With a qualified electronic signature. If the Supplier certifies the documents using an electronic rather that a physical signature, the electronic signature must meet the requirements set out in Points 2 and 3 of Paragraph 11 of Article 22 of the LPP. 
4.6.2. A scanned document certified with a physical signature shall be attached. 
4.7. By signing the tender, the Supplier confirms the authenticity of the accompanying annexes. In this case, annexes to the tender may not be signed separately. If Tender is signed not by head of institution, there must be provided mandate to sign this Tender and related explanations.
4.8. The Supplier who intends to use a subcontractor for the performance of the Contract in Tender Form (Annex 2) must indicate this subcontractor and the part of the Contract for which it is intended to be used (if known). 
4.9. The Tender shall be valid not less than 90 days from the date of submission of the Tender.

V. [bookmark: _Toc353179166]EXPLANATION AND REVISION OF THE PROCUREMENT DOCUMENTATION

5.1. Procurement Documentation, any explanations, and supplements thereof, including notifications to the Suppliers, corrections of the arithmetic errors specified in the tender, supporting documents to abnormally low price, shall be submitted and transferred via the CPP IS. 
5.2. The Supplier may ask the Commission to explain the Procurement Documentation. The Commission shall respond to each of the Supplier's written requests to explain the Procurement Documentation received at least 3 working days before the deadline for submission of tenders. The Commission may respond to the written requests received later if there is sufficient time to prepare and send a reply. When providing a reply to the Supplier’s questions, the Commission shall also send explanations to all other Suppliers to which it has provided Terms of the procurement, without specifying who the author of the request was to explain Terms of the procurement. Explanations must be published via the CPP IS.
5.3. Before the deadline for submission of tenders, the Commission is entitled to explain (clarify) the Procurement Documentation on its own initiative. Explanations must be published via the CPP IS not later than 1 working day before the deadline for the submission of tenders. If time is not enough, the deadline for submission of tenders shall be extended.

VI. EVALUATION OF TENDERS

6.1. CPVA shall evaluate the tenders not rejected and select the most economically advantageous tender according to its price. 

VII.  NEGOTIATIONS

7.1. Not applicable.

VIII. PREPARATION OF THE RANKING SEQUENCE OF TENDERS AND DETERMINATION OF THE SUCCESSFUL TENDER 

7. 
8. 
8.1. To decide on the successful tender, the procurer shall immediately evaluate the submitted tenders of the suppliers and draw up the ranking sequence of the tenders (except in cases where the tender is submitted by one Supplier only). The ranking sequence of tenders shall be drawn up in order of descending economic advantage. In cases where the economic advantage in the tenders of a few tenderers is the same, the Supplier of the earliest submitted tender shall be ranked first in the ranking sequence of tenders.
8.2. Information on the results of the open procedure shall be made available to all the tenderers without delay, but no later than within 5 working days of the date of the decision to determine the successful tender. The procurer shall inform the interested Suppliers via the CPP IS about the decision to determine the successful tender, for which the procurement contract will be concluded, specifying the determined ranking sequence of the tenders, the successful tender, and the exact deferment period (if applicable). The procurer must also state the reasons for the decision not to award a contract, or to recommence the procurement procedure.
8.3. The Commission shall notify the Suppliers of the tenders which have been rejected specifying the reasons for the rejection within the time specified in paragraph 8.2 of the Procurement Documentation. 

IX. [bookmark: _Toc353179162]QUALIFICATION REQUIREMENTS FOR THE SUPPLIERS

9.1. The Commission, to make certain that the Supplier is competent, reliable and will be able to fulfil the public contract, establishes the following qualification requirements for Suppliers: 

	No.
	Qualification requirements
	Documents proving compliance
(to be provided on request to the contracting authority)
	Entity that must meet the qualification requirement

	9.1.1
	The Supplier has, within the last 3 years, or within the period from the date of registration of the Supplier (if the Supplier has been established for less than 3 years) until the closing date for the submission of tenders, must have properly executed or still executing at least 1 (one) or more agreement(s) to install, configure, and start the contact (call) centre, for a total value not less than 60 000,00 EUR excluding VAT (the total value of the implemented part, if implementation is in progress).
Sale is understood as the performance of the contractual obligations of one party (seller) under the contract of purchase-sale agreement, as defined in Article 6.305(1) of the Civil Code of the Republic of Lithuania (CC).[footnoteRef:2]  If, according to a specific contract of sale, the seller's duties include the delivery and / or installation of goods, the value of these services is included in the total value.  [2:  (CC) Art. 6.305(1): By the contract of purchase - sale one party (the seller) undertakes to transfer the item (good) to the other party (the buyer) by right of ownership or trust, and the buyer undertakes to accept the item (good) and pay the fixed amount (price) for it. ] 


	The Supplier who, on the basis of the results of the evaluation, may be declared successful will be required to submit, at the request of the Contracting Authority:
1) A list of the goods produced and/or sold by the supplier during the last 3 years, or during the period from the date of registration of the supplier (if the supplier has been in business for less than 3 (three) years), in accordance with the form set out in Annex 6 to the Tender Conditions, "List of Supplier Goods ".
2) certificates from the customers of the contracts in the supplier's list on the proper performance of the contract or other documents of the customer and/or supplier proving the proper performance of the contract. In the event that the supplier does not provide the customer's documents in support of the proper performance of the contract, he must at the same time provide an explanation of how those documents prove the proper performance of the contract. 
It is considered that the proper performance of the contract is justified if the supporting documents (certificates, etc.) indicate the properly performed contractual obligations.

The contracting authority may, on a separate request, ask for copies or extracts of executed contracts and documents describing the subject-matter of the project (e.g. terms of reference, handover certificates) in order to verify or clarify the information provided.
The contracting authority reserves the right to contact the customer's contact person indicated by the supplier without prior notice in order to clarify the information concerning the goods produced and/or sold.

Digital copies of the supplier's documents shall be supplied.
	In the case of a group of economic operators, the requirement must be met by all the members of the group of economic operators jointly (the experience of the members of the group of economic operators shall be aggregated), taking into account the commitments made by them.
A supplier may rely on the capacities of other economic operators only if those operators themselves will perform the part of the contract requiring their own capacities. 
Subcontractors are not subject to this requirement.
The supplier is not precluded from relying on a contract which the supplier has performed not alone but jointly with other economic operators. However, in such a case, it is the goods produced and/or sold (and installed, if applicable) by the particular supplier participating in the procurement, the volume and value of those goods, and not the whole subject-matter of the contract performed, which are to be assessed.



Please note that the supplier may rely on the capabilities of other economic entities to meet the established qualification requirement, as provided in Chapter 9 of the General Part of the Procurement Conditions.



9.2. The supplier's qualifications must be acquired before the deadline for the submission of tenders. In the procurement documents, the terms 'in the last 3 years'; 'in the last 3 years' shall mean the period of 3 years preceding the deadline for submission of tenders. Where a contract is used to justify a supplier's qualification which was started more than 3 years before the deadline for the submission of tenders, but completed within the 3 years being evaluated, the contract may be used to justify the qualification if it meets the other requirements for which it is used. In the case of such a contract, the part of the contract executed during the 3 years evaluated will be considered.

X. GROUNDS FOR EXCLUSION OF SUPPLIERS

10.1. The Supplier (including each member of the group of suppliers individually if the tender is submitted by a group of suppliers), and for a Supplier relying on the capacity of economic operators in accordance with Article 49 of the LPP, each economic operator individually must be free from the grounds for exclusion of a supplier as set out in Annex 3. For each of the economic operators (supplier, joint venture partners [if the tender is submitted by a group of economic operators] and/or other economic operators [if their capacities are relied upon]), a duly completed and signed declaration by those economic operators shall be submitted, confirming that they are free from the grounds for exclusion of a supplier as set out in Annex 3.
10.2. The Contracting Authority shall not check the grounds for exclusion of natural persons (professionals) on whose capacity the supplier relies in accordance with Article 49 of the Public Procurement Law and who, in the event of the award of the contract, the supplier intends to employ (quasi-suppliers).

XI. SPECIAL REQUIREMENTS RELATED TO SAFEGUARDING NATIONAL SECURITY INTERESTS

11.1. This Procurement is related to national security and therefore has specific requirements to ensure the national security interests of the Beneficiary country.

	No.
	Requirement of compliance with national security interests
	Documents proving compliance with the requirement

	11.1.1.
	The supplier, its subcontractors, the economic entities whose capacities are relied upon, or persons controlling them, and the goods proposed by the Supplier (including the manufacturers of the goods) must not constitute a threat to national security of the beneficiary state.
	The Supplier shall declare at the time of the submission of the tender the absence of the prohibited conditions referred to in this point.


	11.1.2.
	Article 45(21)  of the LPP
In the event of mobilisation, war, state of emergency, or where the Government of the Republic of Lithuania, having assessed the risk that the factors which have led or may lead to the declaration of mobilisation, the imposition of martial law, or the imposition of a state of emergency pose a threat to national security, has taken a decision on the applicability of the provisions of this Directive, none of the following conditions or parts of conditions may be fulfilled:
1) the supplier, its sub-supplier, the economic operators whose capacities are relied upon, the manufacturer of the goods (including their components, packaging) proposed by the supplier, or the persons controlling them[footnoteRef:3], are legal persons registered in the countries or territories referred to in the list referred to in Article 92(15) of the LPP; [3:  Controlling person - the owner of a sole enterprise or a legal or natural person who owns another legal entity:
(1) directly or indirectly owns more than 50 per cent of the shares, stocks, interests, contributions and/or votes at a meeting of participants of the legal person; or
(2) together with related persons, owns more than 50 per cent of the shares, stocks, interests, contributions and/or votes at a meeting of the participants of the legal person and whose shareholding is not less than 10 per cent of the shares, stocks, interests, contributions and/or votes at a meeting of the participants of the legal person. A related person shall be deemed to be:
(a) in the case of legal persons, persons whose annual financial statements must be consolidated in accordance with the Law on Consolidated Financial Statements of Groups of Companies of the Republic of Lithuania or persons whose annual financial statements must be consolidated in accordance with the legislation of other countries implementing the requirements laid down in Directive 2013/34/EU;
(b) in the case of natural persons, spouses, parents and their children (adopted children).] 

2) the supplier, its sub-supplier, the economic operator whose capacities are relied upon, the manufacturer of the goods (including their components, packaging) offered by the supplier, or the persons controlling them, are natural persons permanently residing in, or possessing the nationality of, the States or territories referred to in the list referred to in Article 92(15) of the LPP;
3) the origin of the goods (including their constituent parts, packaging) is, or the services are supplied from, the countries or territories referred to in the list provided for in Article 92(15) of the LPP;
4) The Government of the Republic of Lithuania, in accordance with the criteria laid down in the Law on the Protection of Important Objects for Ensuring National Security, has adopted a decision confirming that the entities specified in points 1 and 2 of this requirement or the transaction intended to be concluded (concluded) with them do not meet the interests of national security;
5) the Contracting authority has information from the competent authorities that the entities specified in points 1 and 2 of this requirement have interests that may pose a threat to national security;
6) the supplier, its subcontractor, the economic operator whose capacities are relied upon, is operating in the countries or territories referred to in the list referred to in Article 92(15) of the LPP, or is a member of, or the head of, a group of economic operators, any member of which is operating in the countries or territories referred to in the list referred to in Article 92(15) of the LPP, another member of a management or supervisory body or any other person(s) having the right to represent or control the supplier, subcontractor, economic operator whose capabilities are relied upon, to take a decision on its behalf or to conclude a contract, and thus participates in the activities of such groups of economic operators and/or economic operators.
	The Supplier shall declare at the time of submission of the tender that the circumstances referred to in point 11.1.2 do not exist. 
If the procurer has doubts as to the correctness of the information provided by the supplier in support of the requirements set out in this point, it shall request the supplier submitting the most economically advantageous tender to provide: a copy of the instruments of incorporation of the legal entity, certified by the head of the legal entity, an extract from the Register of Legal Entities, a copy of the extract from the information system for participants in legal entities, a copy of the document proving the identity of the person concerned (ID or passport), a copy of the document proving the authorization to carry out the economic activity concerned (e.g. a business license, a certificate of sole proprietorship etc.), and the following a copy of the certificate of declared residence or relevant documents from a Member State or from a third country, or other documents acceptable to the procurer.
The procurer may also request these documents from tenderers at any time during the procurement procedure, provided that this is necessary to ensure the proper conduct of the procurement procedure.
Documents which do not specify a time limit for their validity must be issued or printed from the information system not earlier than 3 months before the date on which the supplier is requested by the procurer to provide the documents.

The Contracting authority, in order to assess the compliance of the supplier, its sub-supplier, the economic operator whose capacities are relied upon, the manufacturer of the goods (including their components, packaging) offered by the supplier, or the persons controlling them to the requirement, may apply to the competent authorities for the provision of information related to these entities.

	11.1.3.
	Article 37(9) of the LPP 
A contracting authority shall, in the context of procurement involving goods or services covered by the codes listed in the list provided for in Article 92(13) of the Public Procurement Law, consider that the goods or services constitute a threat to national security when:
1) the manufacturer of the goods or the person controlling it is registered (if the manufacturer or the person controlling it is a natural person, he/she is a resident or a national) in the countries or territories referred to in the list provided for in Article 92(14) of the LPP;
2) the supply of services related to the implementation of the subject-matter of the contract would be carried out from the countries or territories referred to in the list provided for in Article 92(14) of this Law.
	The supplier must submit with the tender a signed Declaration of Compliance with National Security Requirements in accordance with the form set out in Annex 7 to the Procurement Conditions.


	11.1.4.
	Article 47(9) of the LPP 
In the case of procurement involving goods or services covered by the list of codes referred to in Article 92(13) of the Public Procurement Law, the contracting authority shall deem the supplier to have interests which may endanger national security and shall prohibit the participation of the suppliers, their sub-suppliers, or economic operators in the procurement, whose capacities are relied upon and who are themselves or their controlling persons registered (if the supplier, its sub-supplier, the entity whose capacities are relied upon or the controlling person is a natural person - resident or having the nationality) in the countries or territories referred to in the list referred to in Article 92(14) of the LPP.
	Together with the tender, the supplier must submit a signed Declaration of Compliance with National Security Requirements in the form set out in Annex 7 to the Procurement Conditions.


	11.1.5.

	Article 5k of Regulation (EU) 2022/576[footnoteRef:4] [4:  Regulation (EU) 2022/576 of the Council of the European Union of 8 April 2022 amending Regulation (EU) No 833/2014 concerning restrictive measures in view of the actions of Russia in destabilising the situation in Ukraine; see https://eur-lex.europa.eu/legal-content/LT/TXT/HTML/?uri=CELEX:32022R0576&from=EN] 

The supplier, its subcontractor or the economic operator whose capacities are relied upon shall not satisfy any of the following conditions:
1) the supplier, its sub-supplier or the economic operator whose capacities are relied upon, where such sub-suppliers or economic operators account for at least 10 (ten) percent of the value of the contract, is a Russian citizen, natural or legal person, entity or body established in Russia;
2) the supplier, its subcontractor or the economic operator whose capacities are relied upon, where such subcontractors or economic operators account for at least 10 (ten) percent of the value of the procurement contract, is a legal person, entity or organisation in which more than fifty (50) per cent of the ownership rights are held, directly or indirectly, by an entity referred to in point 1;
3) the supplier, its subcontractor or the economic operator whose capacities are relied upon, where such subcontractors or economic operators account for at least ten 10 (ten) percent of the value of the contract, is a natural or legal person, entity or body acting in the name of, or at the behest of, an economic operator referred to in points 1 or 2 of this paragraph.
International sanctions 
The supplier, the sub-suppliers , the entities whose capacities supplier relies on a, the manufacturers of goods (and their components) are not subject to international sanctions implemented in the Republic of Lithuania, as defined in the Law on International Sanctions of the Republic of Lithuania
	The Supplier shall declare at the time of the submission of the tender the absence of the prohibited conditions referred to in this point.


	11.1.6.
	National grounds for safeguarding national security interests in the beneficiary country
The supplier, subcontractors, economic operators whose capacities are relied upon are not subject to sanctions as a result of the armed aggression of the Russian Federation against Ukraine and to sanctions in accordance with the Law on Sanctions of Ukraine.
	The Supplier shall declare at the time of the submission of the tender the absence of the prohibited conditions referred to in this point.



XII. [bookmark: _Toc482625168]EVALUATION PROCEDURE FOR TENDER

12.1. In case the Supplier has provided inaccurate or incomplete data on its tender, the Commission will be obliged to request the Supplier to supplement or explain the data within a reasonable timeframe without prejudice to the principles set out in Paragraph 7 of the Description.

XIII. EXPLANATION AND REVISION OF THE TENDER


13.1. Any explanations, and supplements thereof, including notifications to the Supplier, corrections of the arithmetic errors specified in the tender, supporting documents to abnormally low price, shall be submitted and transferred via the CPP IS. 
13.2. The Commission, having found errors in the calculation of the price specified in the tender, shall request the Supplier to correct the arithmetic errors found in the tender within a period set by the Commission without changing the price declared at the time of opening the tenders. When correcting the arithmetic errors in the tender, the Supplier shall have no right to refuse the price components or add new components.
13.3. If the price for the Goods, services or works in the tender submitted by the s Supplier seems unusually low, the procurer must request the Supplier justify the price, and if the Supplier fails to provide adequate evidence of price validity, the procurer must reject the tender. The price or costs of the Goods, services or works specified in the tender shall in all cases be considered to be abnormally low if they are 30% or more lower than the arithmetic average of the prices or costs proposed by all Suppliers whose tenders have not been rejected for other reasons and whose price proposed does not exceed the funds allocated for the Procurement set out and recorded in the documents prepared by the procurer before starting the Procurement procedure.
13.4. In case of any questions about the contents of the tenders and upon the request of the Commission, the tenderers must provide additional explanations within the timeframe set by the Commission without changing the substance of the tender. 

XIV. REASONS FOR REJECTION OF TENDERS
[bookmark: part_e3060b8cfa374b11bccc28524cd5c72b]
14.1. The procurer shall reject the tender if:
14.1.1. the Tenderer has not specified, supplemented or explained information within the time period specified by the procurer as prescribed in subparagraph 74.3 of this Description;
14.1.2. the tender did not meet the requirements set out in the Procurement documentation;
14.1.3. the prices offered by all the tenderers the tenders of which have not been rejected due to any other reasons, were too high and unacceptable for the procurer;
14.1.4. the tender quotes an abnormally low price and the Supplier fails to submit or does not submit adequate evidence of the validity of the lowest price offered;
14.1.5. the tenderer has provided false information on the compliance to the requirements set, which can be proven by the procurer by any legal means;
14.1.6. the Supplier has submitted an alternative tender; its tender and alternative tender(s) will be rejected;
[bookmark: _Hlk161848816]14.1.7. Non-compliance with at least one of the conditions relating to the safeguarding of national security interests provided for in Clause 11 of the Procurement documents is established;
14.1.8. Supplier does not meet the qualification requirements set out in Procurement Documentation;
14.1.9. Supplier meets one of the grounds for exclusion.

[bookmark: part_a5dd47f99a7d431c8a6868b0b1146ba4][bookmark: _Toc353179171]XV. DISPUTE SETTLEMENT PROCEDURE

15.1. All the disputes shall be dealt with in accordance with the requirements of paragraph 104 of the Description.

[bookmark: _Toc353179173]XVI. CONCLUSION AND TERMS AND CONDITIONS OF THE CONTRACT

16.1. The Supplier shall be invited to sign the Contract in writing by CPP IS. The procurer shall specify the time for the Supplier who has won the procurement to sign the Contract. The time for signing the Contract may be set in a separate notice or in the notice of the successful tenders. 
16.2. The Procurement Contract may be concluded no earlier than 5 working days after the date of dispatch of the information specified in paragraph 8.2 of this Procurement Documentation to the Supplier, except when the sole interested participant is the one the Procurement Contract is concluded with. 
16.3. In cases where the Procurement Contract is concluded in writing and the Supplier to which the Procurement Contract was proposed refuses to enter into the contract or fails to provide the contractually agreed proof of performance of the contract, or fails to sign the contract before the deadline specified by the procurer, or refuses to conclude the procurement contract under the conditions set out in this Description and the procurement documentation, the procurer shall propose the conclusion of the Procurement Contract to the Supplier the tender of which according to the ranking of the tenders is the first after the Supplier who refused to conclude the Procurement Contract.
16.4. When concluding the Procurement Contract, the tender price of the winner or the final results of negotiations as well as the terms and conditions of the procurement set in the Procurement Documentation and the Tender shall not be amended.
16.5. Terms and Conditions of the Contract are set in the Main Terms of the Contract (Annex 5).

XVII. ANNEXES TO PROCUREMENT DOCUMENTS
17.1. Technical Specification (Annex 1).
17.2. Tender form (Annex 2).
17.3. Declaration of honour (Annex 3).
17.4. Description (Annex 4).
17.5. Main Terms of the Contract (Annex 5).
17.6. List of Supplier goods (Annex 6).
17.7. Declaration of compliance with national security requirements (Annex 7).

_______________

Annex 1

TECHNICAL SPECIFICATION
HARDWARE AND SOFTWARE COMPLEX CONTACT CENTER OF THE “HELP DESK” SYSTEM
AND SERVICES FROM ITS SETTINGS
Public Institution Central Project Management Agency is carrying out a public procurement procedure for the procurement of Services for the implementation of hardware and software complex contact center of the HELP DESK and services from its settings (hereinafter - the System) for The State Custom Service of Ukraine (hereinafter referred to as the Beneficiary). The System offered by the suppliers shall meet the requirements set out in this Technical Specification. 
	No.
	Technical specification requirement
	Documents confirming compliance with the requirement

	
	General requirements:

	1
	Software specification requirements

	
	The software for receiving and processing calls and messages sent to the Contact Center through various communication channels must meet the following characteristics:

1. The number of jobs for Contact Center agents is unlimited and at the initial stage is at least 24.
2. 24/7 working modes:
· processing of incoming phone calls;
· processing chat requests.
3. Processing of incoming calls:
· building an interactive voice menu (IVR) for the possibility of forming voice responses to incoming calls, managing call allocations by requesting and collecting DTMF data;
· agents of the Contact Center who receive incoming calls must be grouped into the appropriate group. The principle of building such groups should support the possibility of further development of the system: building several groups of incoming call agents for their division by competences, processed lines, the order of call routing, the possibility for one operator to enter several different groups;
· routing by Contact Center agents, by groups, by skills depending on the qualifications and competence of Contact Center agents and the type of requests (skills) using ACD algorithms;
· queuing to Contact Center agents, to groups of agents using ACD algorithms;
· when processing an incoming call, a reference card for the auxiliary software of the "HELP DESK" system - Ivanti Neurons for ITSM - automatically appears at the Finesse operator's workplace.
4. Ability to organize static and dynamic IVR.
5. Automatic "raising" of the client's card during a call (provided integration with the Customer's user database is implemented).
6. Keeping chronological and real-time reports.
7. Input and storage of various codes and call termination timers.
8. Control of automatic distribution of calls on several lines.
9. Automatic (by event) or manual operator connection to web pages/services.
10. Organization of workplaces, groups of agents and assignment of the level of competences of agents.
11. Web interface of agents, supervisors, administrator.
12. Personalization of web interfaces of Contact Center agents.
13. Ability to connect supervisors to the conversation.
14. Personnel Management (WFM):
· resource planning;
· optimization of the distribution of qualifications;
· structuring service levels;
· development of work shifts.
15. Call transfer or organization of a conference from the agent's workplace by integration through CTI with the PBX.
16. The possibility of connecting remote Operators.
17. Recording of conversations:
· recording of all calls with the possibility of their subsequent listening;
· storage, search and listening of recorded conversations;
· automatic deletion/overwriting of pre-recorded conversations when there is insufficient space.
18. Total and individual statistics of incoming and outgoing calls.
19. Real-time statistics and historical statistics.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	2.
	Requirements for setting up APC

	
	The Contractor must provide the Customer with the APC, technical support for such software (install, configure, test, identify and eliminate defects) as a component of the APC.

The contractor must conduct preliminary training of employees (Contact Center operators) in the number of up to 30 (thirty) people.

All key business processes, API descriptions and database models, if required by the task within the scope of these Technical Requirements, will be provided after signing a Non-Disclosure Agreement (NDA).
	The supplier declares compliance with this requirement in the Tender form.

	
	Composition of services:
· Detailing and approval of functional and technical requirements for the Contact Center.
· Installation and configuration of server components of the Contact Center.
· Setting up reservation of server components of the Contact Center.
· Recording and setting phrases and messages of automatic service.
· Configuration and setting of SIP trunks.
· Installation and configuration of software at the workplaces of Contact Center operators.
· Configuring the routing of incoming calls.
· Setting up real-time statistics.
· Setting historical statistics.
· Configuration and setting of the recording subsystem.
· Chatbot settings.
· Integration with Customer's CRM HELP DESK.
· Teaching:
· Instruction of operators.
· Instruction of supervisors.
· Instruction of the system administrator.
	The supplier declares compliance with this requirement in the Tender form.

	3.
	Requirements for the reliability of APC production:

	
	Preservation of operability must be ensured by the reliability of operation during the failure of one or more components due to their redundancy. Ensuring high availability due to the formation of fault-tolerant architecture, both at the logical and physical level. The possibility of clustering the system, where the main and backup servers of the system will be located in geographically dispersed Data Centers. At the same time, minimal attention should be required from the technical staff regarding the response to the elimination of the consequences of component failures. Data storage should be ensured by hardware and software tools and information exchange mechanisms.
	The supplier declares compliance with this requirement in the Tender form.

	4.
	Requirements for security and protection against unauthorized access:

	
	The solution must ensure the protection of personal data of Contact Center customers in accordance with the requirements of current legislation.
When accessing the functionality of the Contact Center, users must be authenticated.
The module that interacts with messengers (Omni Channel Chatbot Connector or equivalent) must be located on a separate virtual server in the DMZ of the Customer's infrastructure.
User access rights must regulate the actions allowed to the user in the system (for example, read, change, create, delete, etc.).
Setting the minimum password length - at least 10 characters for administrators and at least 8 characters for users.
The deployed Contact Center should record the following minimum list of events:
· modification or removal of components;
· notification of errors or malfunctions;
· starting and ending users' work;
· changing rights and privileges for system accounts.
The contact center must be able to transmit its logs in real time using the Syslog protocol.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	5.
	Requirements for securing property rights:

	
	The executor must supply the Customer with the licensed software of the agro-industrial complex and transfer the non-exclusive intellectual property rights to it, without limitation regarding the term, the territory - Ukraine, and the methods and forms of use that will ensure the use of the software by the Customer for the purposes of its activity (in particular: the license must be is intended for the use of the software by the Customer for the purposes of its activity, i.e. in accordance with the Convention on the Common Transit Procedure and the Customs Code of Ukraine, and the Customer shall not have the right to assign, transfer, divide or sublease any share in the license or grant any right to any third party; the license must allow the Customer to use the APC software for an unlimited number of users and environments/sites; the license must not contain time limits on the right to use it, namely, to ensure unlimited use of the software for all categories of users , in functionality on the last day of paid technical support; license volumes within the scope of supply and configuration of the APC products must ensure the full operation of all categories of users on the Customer's complex of technical means with the necessary characteristics; after the end of the technical support of the agro-industrial complex, further purchase of technical support without penalties).
	The supplier declares compliance with this requirement in the Tender form.

	6.
	Routing and distribution of incoming calls:

	
	The software solution should ensure:
1. Flexible routing and distribution of incoming calls according to specified criteria depending on:
· qualifications of an agent/group of agents;
· subscriber's phone number;
· the subscriber chooses one of the IVR menus;
· the current state of the call queue;
· number of available agents;
· time of day, day of the week, date.
2. Determination of processing priorities depending on the selected item from the IVR menu.
3. The ability to notify the subscriber of the number of the position in the queue.
4. Broadcasting of reference information to the subscriber while waiting for a connection with the operator. 
5. Load distribution between agents taking into account the following basic principles:
· "the most free agent" (the agent who remained free the longest is chosen);
· "the most free and most qualified agent" (the agent who has the highest level of qualification, suitable for servicing this call and who has been free the longest is chosen);
· "least loaded agent" (the agent with the lowest total load is chosen).
6. Call transfer to the internal PBX with continued recording of the conversation (if necessary).
7. The possibility of identifying the subscriber according to the set parameters (phone number) and "picking up" the client's card. (provided integration with the Customer's user database is implemented).
8. Provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function
9. In case of the need to expand the functionality of the contact center, the ability to route calls based on additional digits of the number/extension dialed by the caller, call priority, and queue wait time calculation can be added. Cisco UCCX is already included in the current specification and fully complies with Cisco licensing terms. The system ensures the capability to accept and process DTMF input at any time before the operator answers, allowing for flexible configuration. Additionally, the auto-dialing functionality can be integrated at any time, with the purchase of additional Outbound IVR Port licenses, where each license provides 1 concurrent outbound call.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	7.
	Organization of language multi-level interactive IVR menu:

	
	When working with the IVR menu, the following should be provided:
· construction of language menus with an arbitrary level of nesting;
· the possibility of the applicant's self-service mode (provided integration with the Customer's user database is implemented) by selecting the necessary options in the IVR menu;
· transferring the call from the IVR to the specified group of agents;
· the possibility of automatic routing of the subscriber after the completion of service by the agent to a certain branch of the IVR menu, where the subscriber can answer a given number of questions, following the given scenario by pressing the suggested numbers, followed by the creation of a report based on the survey of subscribers; (provided integration with the quality assessment database is implemented);
· editing the IVR menu from the workstation of a user with administrator and supervisor rights using the designer (adding records, setting their playback time, etc.);
· Possibility of navigation using DTFM (response to button pressing by a subscriber);
· Possibility to switch the subscriber to the IVR system when he/she is in the queue waiting for an operator's response (with reserving a queue position);
· Setting up the IVR function in the system with automatic identification of the subscriber by the first beep, connection to the IVR and the possibility to disclose the status of the subscriber's call without the need to transfer the call for processing by a "live" operator;
· Allowing to build a multi-level interactive voice response system (IVR), and the ability to integrate IVR with external databases, support for Voice XML;
· The IVR should support the MRCPvl protocol to connect the speech recognition systems and NLU;
· The IVR should support settings in the system of uniform templates and regulations for processing calls received via different communication channels;
· Support for G.711, G.729 audio codec to ensure more efficient network bandwidth;
· The IVR should perform a post-call questionnaire — support for customer surveys after a self-service session, which increases the level of customer satisfaction;
· The IVR should read and record information from databases, providing subscribers with real-time access to information from databases;
· The IVR should support Web service interfaces such as WSDL and SOAP allowing to integrate real-time business applications with web pages enabled;
· The IVR should ensure the possibility to leave voice messages by a subscriber;
· The IVR should play audio announcements to a subscriber waiting in the servicing queue. Voice announcements should contain information about number in a queue, expected holding time as well as other relevant information, considering the subscriber's commands, etc.;
· The IVR should replay in a spoken voice in Ukrainian: numbers, dates, sums of money;
· The IVR should have an automatic recording of voice messages, oral appeals of citizens, calls to the Contact Center service as well as saving the conversation record in the text version. If a subscriber did not ask a question in the voice message or did not provide the phone number, the voice message should not be created.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	8.
	System infrastructure requirements:

	
	The software must implement:
· recording of all agent conversations, including after transfer to the internal PBX;
· storage of all conversation recordings with a specified storage time (set at the request of the Customer during implementation and may be changed in the future by the Customer or at his request);
· automatic archiving of records according to a predetermined schedule (set at the Customer's request during implementation and further changed by the Customer or at his request);
· the possibility of searching and listening to the necessary recording of the conversation by a number of parameters, including by their combination (by the date and time of the conversation, by the date range, by the phone number, by the agent, by the duration of the conversation, by the number to which the call was transferred, by assessment of the conversation, etc.).
In the conversation recording system, the possibility of saving the selected recording in the form of a sound file should be implemented, and the possibility of saving the conversation database on external media should also be provided.
The solution should provide the ability to evaluate conversation recordings according to the developed criteria and a given evaluation scale, to enter a text comment to the conversation recording and to generate a statistical evaluation report in the section of agents.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	9.
	Chat module:

	
	It is possible to implement the following functionality in the Contact Center system:
· saving the general history of interactions with the subscriber on all communication channels (telephony, web chat on the site, messengers) in the client card (if necessary; the function must be available when organizing the client identification system);
· self-service of the subscriber according to predefined scenarios in the 24/7 mode (provided integration with the Customer's necessary databases is implemented);
· instant messaging programs used should include the following: Telegram, Viber, WhatsApp, Facebook Messenger;
· availability of a single client identification system when using any of the available communication channels (if necessary; when organizing a client identification system) (provided integration with the Customer's user database is implemented);
· analysis of user appeals and responses to them to optimize the routing of information flows (provided integration with the quality assessment database is implemented);
· redirection of chats to a group of agents (if necessary);
· making changes to the dialogue maintenance logic through the web interface;
· setting up response templates for use by the agent during dialogue;
· creation of menu buttons in messengers;
· at the end of each chat, conducting a customer survey about the quality of service and the degree of resolution of the given issue (provided integration with the quality assessment database is implemented);
· the user interface must be implemented according to the principle of a "thin" client (web client);
· availability of an application program interface (API) for data exchange;
· generation of online and historical statistics (number and duration of sessions (by channels, types of requests, etc.), number of customers (by channels, language, etc.), customer satisfaction statistics, etc.);
· informing the subscriber about the working hours of the Contact Center, etc.
The script for working with messengers is developed according to individual requirements
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	10.
	Organization of monitoring and reporting:

	
	The software should automatically generate daily reports on its performance. These reports should contain the following information:
· the total number of calls and chats received per day;
· the number of calls and chats in which there was a direct connection with a Contact Center agent;
· the number of calls and chats in which the citizen received advice through self-service in the IVR without switching the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen received a consultation through self-service, after which the system transferred the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen hung up the phone to connect with the agent;
· average call and chat session duration.
Online reporting should include:
· online monitoring of the functionality of the Contact Center software;
· online monitoring of agents' work in real time (average conversation/chat session duration, average post-processing time, average call waiting time, etc.);
· online queue monitoring (general, by IVR menu directions, by agents);
The solution should provide for the compilation of a number of standard reports according to the specified parameters, containing statistical data on the efficiency of processing calls and chats and the productivity of agents.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	11.
	Accounting of appeals:

	
	The software solution must contain a mini-CRM for recording all calls and chats with the possibility of setting fields for entering the results of the Contact.
After identification of the client, the card should be "raised" to record the result of the conversation/chat session, and if it is a repeat contact, then the agent should see the history of the previous interaction with the client.
In the application accounting system, it should be possible to generate a report on the number of applications, subject matter, channel of receipt, agent who accepted the application, date, etc. Call and chat history should be searchable by criteria: agent, time slot, phone number, etc
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	12
	Interaction with ZIS:

	
	The solution for integration (interaction) with other ZIS should ensure:
· availability of a standard mechanism for remote software methods of calls using web services;
· the possibility of data import/export using ARI;
· integration of the operator's workplace and third-party CRM Ivanty Neurons for ITSM with the "HELP DESK" system via API into a unified interface;
· connection to the public telephone network using the Customer's existing corporate telephone communication system based on Cisco UCM 11.5.
· provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	13
	Role model:

	
	The allocation of powers and access rights to the software for receiving and processing calls and messages received by the Contact Center through various communication channels should be carried out depending on the role of the employee: "Agent", "Supervisor", "Administrator".

For the user in the role of "Administrator", it is necessary to implement the possibility:
· access to statistical information about calls and chats that have been processed;
· setting routing rules, editing the IVR menu, other system settings.

For the user in the role of "Supervisor", it is necessary to implement the possibility:
· tracking and changing the status of the Log In/Log Out agent;
· access to statistical information about calls and chats processed in real time and historically;
· listening and evaluating agent conversations;
· connecting to the agent's conversation, transferring the conversation;
· management of queue priorities, setting of routing rules, etc.;
· dynamically transfer agents from one group to another (without requiring the agent to change state).

For the user in the role of "Agent", it is necessary to implement the possibility:
· agent registration at any workplace by accessing the system through the web interface;
· tracking the status of other agents;
· access to online monitoring of own queue.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	14
	Delivery specification requirements

	
	Hardware -  2 server platforms, power cables and their service support for 3 years
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).

	
	Software:
· recording system licensing package in the amount of 24 pcs
· a licensing package for users of the telephony server and Contacte Centre operators based in the amount of 24 units and service support for it for a period of 3 years
· a license for the possibility of building a fault-tolerant cluster architecture of the Contacte Centre and its service support for a period of 3 years.
· scripting bot: 
· basic license with embedded product logic
· connector to the Web chat 
· connector to the bot.
· basic license for the bot and its building.
· license responsible for the number of simultaneous bot sessions.
· bot script creation services
· professional installation services

	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).

	
	Phone set - 26 pieces IP Phone:
· Graphic display, at least 3.5" (396 x 162 pixels), monochrome
· Optical call notification and LED status indicator
· Keyboard: – 2 freely programmable function keys with LED (red/green/yellow), 4 context-sensitive function keys 6 fixed function keys, 4-position navigator, plus OK key, 3 audio keys (mute/speaker/headset) with LED (red or green)
· Volume control +/-
· Built-in microphone and speaker - hands-free conversation mode
· Headset port
· 10/100 Base-T Ethernet switch
· 802.3af Power over Ethernet, class 1
· Full compatibility with the software platform of the Contact Center
· Administration through the subscriber device management system, web interface and directly from the phone
· Term of warranty and technical support
Delivery set:
· Desk phone with pre-installed SIP software
· Handset plus cord
· Stand
· Installation guide
· External power supply
· Headset type «Wired Dual On-Ear», or equivalent

	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).

	
	Jobs:
Computer equipment for operators' workplaces is provided by the Customer.
The client part of the Contact Center software must be compatible with browsers and operating systems at the level of work with 32-bit and 64-bit versions, respectively, namely:
· with operating systems such as "Windows", "Linux", "macOS";
· with browsers: "Google Chrome", "Opera", "Mozilla Firefox".
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.

	
	Technical and service support
All components of the agro-industrial complex must have at least three years of warranty and technical support for equipment and software from the Manufacturer.
Service support of the APC from the Contractor (change of routing settings, editing of phrases and messages of automatic service at the request of the Customer, consultation on work and in the event of technical failures, accompanying the escalation of tickets to the Technical Support of the manufacturer) should be at least 12 months.
	The supplier declares compliance with this requirement in the Tender form.




NOTES:
All references to a specific trade mark or firm, standard, patent, design or type of the subject of purchase, its source of origin or manufacturer should be read with the expression "or equivalent".




Annex 2
TENDER
FOR HARDWARE AND SOFTWARE COMPLEX CONTACT CENTER OF THE "HELP DESK" SYSTEM AND SERVICES FROM ITS SETTINGS PROCUREMENT
	

	(date)

	

	(location)



To the Public Institution Central Project Management Agency

1. INFORMATION ABOUT THE SUPPLIER
	Name of supplier 
(In the case of a group of suppliers, the names of all members of the group: 
Responsible partner: 
Partner No. 1:
Partner No. 2, etc.:)
	



2. INFORMATION ON THE ECONOMIC OPERATORS ON WHOSE CAPACITY THE SUPPLIER RELIES TO MEET THE QUALIFICATION REQUIREMENTS
(to be completed if the supplier uses the capacities of other economic operators)
	No.
	Name, legal entity code, address of the economic operator
	Reference to the clause in the contract notice for which the capacity of the economic operator is relied upon
	Description of the part of the subject-matter of the contract to be subcontracted

	1.
	
	
	

	2.
	
	
	



3. INFORMATION ON KNOWN SUBCONTRACTORS AND THE PARTS OF THE CONTRACT TO BE SUBCONTRACTED
(to be completed if the supplier uses sub-suppliers)
	No.
	Name, legal entity code, address of the subcontractor
	Description of the part of the subject-matter of the contract to be subcontracted

	1.
	
	

	2.
	
	



4. DETAILS OF THE MEMBERS OF THE SUPPLIER'S MANAGEMENT BOARD, SUPERVISORY BOARD

(To be completed if the supplier, which is a legal person, has a collegiate management or supervisory body member(s) or other person(s) with the right to represent or control the supplier, to take a decision on its behalf, to enter into a contract, or an accountant(s) or other person(s) with the right to draw up and sign the supplier's accounting documents (Article 46(2)(2) of the LPP).)*
	No.
	Name, surname 
	Occupation

	1
	2
	3

	
	
	

	
	
	


*This information does not need to be submitted with the proposal. The supplier will be obliged to provide this information on request of the procurer.
The Supplier will be required to provide documentation confirming that the persons (if any) referred to in this table do not have the grounds for exclusion provided for in Article 46(1) of the LPP.


5. PRICE OF THE TENDER
	No.
	Object of procurement

	Quantity
	Price 
EUR excl. VAT
(3x4)

	1
	2
	3
	4

	5.1
	Development of contact center solution including support:

	
	5.1.1.  
	services for installation and customisation
	1
	[indicate]

	
	5.1.2.
	software and hardware:

	
	5.1.2.1.
	software licenses
	For 24+ users
	[indicate]

	
	5.1.2.2.
	hardware complex
	1
	[indicate]

	VAT rate (to be completed if applicable)[footnoteRef:5] [5:  Exemption from VAT shall apply to operations for the supply of Goods according to the article 3.3. of the Framework Contract between the Government of Ukraine and the Commission of the European Union (ratified by the application of the Law of Ukraine № 360-VI (360-17) of 03.09.2008 “On Ratification of the Framework Agreement between the Government of Ukraine and the Commission of the European Communities”)  provided that:
- Goods under this Contract are financed within the frame of the signed Contribution Contract on the 19th December 2018 No. ENI/2018/404-165/2018/4-14-23 by Delegation of European Union to Ukraine and CPMA, concerning implementation of the Programme “Public Finance Management Support Programme for Ukraine (EU4PFM)”, hereinafter Project EU4PFM; 
- the  Project EU4PFM is financed from the funds of the EU European Neighbourhood Instrument (ENI); 
- Project EU4PFM has been registered according to the Resolution of the Cabinet of Ministers of Ukraine dated 15th February, 2002 No.153 “On Establishing a Unified System for Attraction, Utilization and Monitoring of International Technical Assistance” and the Decree of the Cabinet of Ministers of Ukraine No. 1072 dated 4th of December, 2019 “On Introduction of Amendments and Declaring Invalid Some Normative Legal Acts” and confirmed with project registration card No. 4266-03 issued by the Secretariat of the Cabinet of Ministers of Ukraine on 13th February 2023.] 

	0

	Tender price EUR incl. VAT *[footnoteRef:6] [6:  The maximum amount of funds available for procurement is specified in clause 3.3 of the Procurement conditions. If a tender exceeds this maximum amount (200 000,00 Eur incl. VAT), the tender will be rejected.] 

	[indicate]



* This price includes all costs and all taxes (excluding costs and/or taxes related to the importation of goods).




6. COMPLIANCE OF THE GOODS OFFERED BY THE SUPPLIER WITH THE REQUIREMENTS OF THE TECHNICAL SPECIFICATION
	No.
	Technical specification requirement
	Documents confirming compliance with the requirement
	The parameters of the offered product 
(indicate by the Supplier)

	
	General requirements:
	

	1
	Software specification requirements

	
	The software for receiving and processing calls and messages sent to the Contact Center through various communication channels must meet the following characteristics:

1. The number of jobs for Contact Center agents is unlimited and at the initial stage is at least 24.
2. 24/7 working modes:
· processing of incoming phone calls;
· processing chat requests.
3. Processing of incoming calls:
· building an interactive voice menu (IVR) for the possibility of forming voice responses to incoming calls, managing call allocations by requesting and collecting DTMF data;
· agents of the Contact Center who receive incoming calls must be grouped into the appropriate group. The principle of building such groups should support the possibility of further development of the system: building several groups of incoming call agents for their division by competences, processed lines, the order of call routing, the possibility for one operator to enter several different groups;
· routing by Contact Center agents, by groups, by skills depending on the qualifications and competence of Contact Center agents and the type of requests (skills) using ACD algorithms;
· queuing to Contact Center agents, to groups of agents using ACD algorithms;
· when processing an incoming call, a reference card for the auxiliary software of the "HELP DESK" system - Ivanti Neurons for ITSM - automatically appears at the Finesse operator's workplace.
4. Ability to organize static and dynamic IVR.
5. Automatic "raising" of the client's card during a call (provided integration with the Customer's user database is implemented).
6. Keeping chronological and real-time reports.
7. Input and storage of various codes and call termination timers.
8. Control of automatic distribution of calls on several lines.
9. Automatic (by event) or manual operator connection to web pages/services.
10. Organization of workplaces, groups of agents and assignment of the level of competences of agents.
11. Web interface of agents, supervisors, administrator.
12. Personalization of web interfaces of Contact Center agents.
13. Ability to connect supervisors to the conversation.
14. Personnel Management (WFM):
· resource planning;
· optimization of the distribution of qualifications;
· structuring service levels;
· development of work shifts.
15. Call transfer or organization of a conference from the agent's workplace by integration through CTI with the PBX.
16. The possibility of connecting remote Operators.
17. Recording of conversations:
· recording of all calls with the possibility of their subsequent listening;
· storage, search and listening of recorded conversations;
· automatic deletion/overwriting of pre-recorded conversations when there is insufficient space.
18. Total and individual statistics of incoming and outgoing calls.
19. Real-time statistics and historical statistics.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	2.
	Requirements for setting up APC

	
	The Contractor must provide the Customer with the APC, technical support for such software (install, configure, test, identify and eliminate defects) as a component of the APC.

The contractor must conduct preliminary training of employees (Contact Center operators) in the number of up to 30 (thirty) people.

All key business processes, API descriptions and database models, if required by the task within the scope of these Technical Requirements, will be provided after signing a Non-Disclosure Agreement (NDA).
	The supplier declares compliance with this requirement in the Tender form.
	

	
	Composition of services:
· Detailing and approval of functional and technical requirements for the Contact Center.
· Installation and configuration of server components of the Contact Center.
· Setting up reservation of server components of the Contact Center.
· Recording and setting phrases and messages of automatic service.
· Configuration and setting of SIP trunks.
· Installation and configuration of software at the workplaces of Contact Center operators.
· Configuring the routing of incoming calls.
· Setting up real-time statistics.
· Setting historical statistics.
· Configuration and setting of the recording subsystem.
· Chatbot settings.
· Integration with Customer's CRM HELP DESK.
· Teaching:
· Instruction of operators.
· Instruction of supervisors.
· Instruction of the system administrator.
	The supplier declares compliance with this requirement in the Tender form.
	

	3.
	Requirements for the reliability of APC production:

	
	Preservation of operability must be ensured by the reliability of operation during the failure of one or more components due to their redundancy. Ensuring high availability due to the formation of fault-tolerant architecture, both at the logical and physical level. The possibility of clustering the system, where the main and backup servers of the system will be located in geographically dispersed Data Centers. At the same time, minimal attention should be required from the technical staff regarding the response to the elimination of the consequences of component failures. Data storage should be ensured by hardware and software tools and information exchange mechanisms.
	The supplier declares compliance with this requirement in the Tender form.
	

	4.
	Requirements for security and protection against unauthorized access:

	
	The solution must ensure the protection of personal data of Contact Center customers in accordance with the requirements of current legislation.
When accessing the functionality of the Contact Center, users must be authenticated.
The module that interacts with messengers (Omni Channel Chatbot Connector or equivalent) must be located on a separate virtual server in the DMZ of the Customer's infrastructure.
User access rights must regulate the actions allowed to the user in the system (for example, read, change, create, delete, etc.).
Setting the minimum password length - at least 10 characters for administrators and at least 8 characters for users.
The deployed Contact Center should record the following minimum list of events:
· modification or removal of components;
· notification of errors or malfunctions;
· starting and ending users' work;
· changing rights and privileges for system accounts.
The contact center must be able to transmit its logs in real time using the Syslog protocol.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	5.
	Requirements for securing property rights:

	
	The executor must supply the Customer with the licensed software of the agro-industrial complex and transfer the non-exclusive intellectual property rights to it, without limitation regarding the term, the territory - Ukraine, and the methods and forms of use that will ensure the use of the software by the Customer for the purposes of its activity (in particular: the license must be is intended for the use of the software by the Customer for the purposes of its activity, i.e. in accordance with the Convention on the Common Transit Procedure and the Customs Code of Ukraine, and the Customer shall not have the right to assign, transfer, divide or sublease any share in the license or grant any right to any third party; the license must allow the Customer to use the APC software for an unlimited number of users and environments/sites; the license must not contain time limits on the right to use it, namely, to ensure unlimited use of the software for all categories of users , in functionality on the last day of paid technical support; license volumes within the scope of supply and configuration of the APC products must ensure the full operation of all categories of users on the Customer's complex of technical means with the necessary characteristics; after the end of the technical support of the agro-industrial complex, further purchase of technical support without penalties).
	The supplier declares compliance with this requirement in the Tender form.
	

	6.
	Routing and distribution of incoming calls:

	
	The software solution should ensure:
1. Flexible routing and distribution of incoming calls according to specified criteria depending on:
· qualifications of an agent/group of agents;
· subscriber's phone number;
· the subscriber chooses one of the IVR menus;
· the current state of the call queue;
· number of available agents;
· time of day, day of the week, date.
2. Determination of processing priorities depending on the selected item from the IVR menu.
3. The ability to notify the subscriber of the number of the position in the queue.
4. Broadcasting of reference information to the subscriber while waiting for a connection with the operator. 
5. Load distribution between agents taking into account the following basic principles:
· "the most free agent" (the agent who remained free the longest is chosen);
· "the most free and most qualified agent" (the agent who has the highest level of qualification, suitable for servicing this call and who has been free the longest is chosen);
· "least loaded agent" (the agent with the lowest total load is chosen).
6. Call transfer to the internal PBX with continued recording of the conversation (if necessary).
7. The possibility of identifying the subscriber according to the set parameters (phone number) and "picking up" the client's card. (provided integration with the Customer's user database is implemented).
8. Provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function
9. In case of the need to expand the functionality of the contact center, the ability to route calls based on additional digits of the number/extension dialed by the caller, call priority, and queue wait time calculation can be added. Cisco UCCX is already included in the current specification and fully complies with Cisco licensing terms. The system ensures the capability to accept and process DTMF input at any time before the operator answers, allowing for flexible configuration. Additionally, the auto-dialing functionality can be integrated at any time, with the purchase of additional Outbound IVR Port licenses, where each license provides 1 concurrent outbound call.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	7.
	Organization of language multi-level interactive IVR menu:

	
	When working with the IVR menu, the following should be provided:
· construction of language menus with an arbitrary level of nesting;
· the possibility of the applicant's self-service mode (provided integration with the Customer's user database is implemented) by selecting the necessary options in the IVR menu;
· transferring the call from the IVR to the specified group of agents;
· the possibility of automatic routing of the subscriber after the completion of service by the agent to a certain branch of the IVR menu, where the subscriber can answer a given number of questions, following the given scenario by pressing the suggested numbers, followed by the creation of a report based on the survey of subscribers; (provided integration with the quality assessment database is implemented);
· editing the IVR menu from the workstation of a user with administrator and supervisor rights using the designer (adding records, setting their playback time, etc.);
· Possibility of navigation using DTFM (response to button pressing by a subscriber);
· Possibility to switch the subscriber to the IVR system when he/she is in the queue waiting for an operator's response (with reserving a queue position);
· Setting up the IVR function in the system with automatic identification of the subscriber by the first beep, connection to the IVR and the possibility to disclose the status of the subscriber's call without the need to transfer the call for processing by a "live" operator;
· Allowing to build a multi-level interactive voice response system (IVR), and the ability to integrate IVR with external databases, support for Voice XML;
· The IVR should support the MRCPvl protocol to connect the speech recognition systems and NLU;
· The IVR should support settings in the system of uniform templates and regulations for processing calls received via different communication channels;
· Support for G.711, G.729 audio codec to ensure more efficient network bandwidth;
· The IVR should perform a post-call questionnaire — support for customer surveys after a self-service session, which increases the level of customer satisfaction;
· The IVR should read and record information from databases, providing subscribers with real-time access to information from databases;
· The IVR should support Web service interfaces such as WSDL and SOAP allowing to integrate real-time business applications with web pages enabled;
· The IVR should ensure the possibility to leave voice messages by a subscriber;
· The IVR should play audio announcements to a subscriber waiting in the servicing queue. Voice announcements should contain information about number in a queue, expected holding time as well as other relevant information, considering the subscriber's commands, etc.;
· The IVR should replay in a spoken voice in Ukrainian: numbers, dates, sums of money;
· The IVR should have an automatic recording of voice messages, oral appeals of citizens, calls to the Contact Center service as well as saving the conversation record in the text version. If a subscriber did not ask a question in the voice message or did not provide the phone number, the voice message should not be created.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	8.
	System infrastructure requirements:

	
	The software must implement:
· recording of all agent conversations, including after transfer to the internal PBX;
· storage of all conversation recordings with a specified storage time (set at the request of the Customer during implementation and may be changed in the future by the Customer or at his request);
· automatic archiving of records according to a predetermined schedule (set at the Customer's request during implementation and further changed by the Customer or at his request);
· the possibility of searching and listening to the necessary recording of the conversation by a number of parameters, including by their combination (by the date and time of the conversation, by the date range, by the phone number, by the agent, by the duration of the conversation, by the number to which the call was transferred, by assessment of the conversation, etc.).
In the conversation recording system, the possibility of saving the selected recording in the form of a sound file should be implemented, and the possibility of saving the conversation database on external media should also be provided.
The solution should provide the ability to evaluate conversation recordings according to the developed criteria and a given evaluation scale, to enter a text comment to the conversation recording and to generate a statistical evaluation report in the section of agents.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	9.
	Chat module:

	
	It is possible to implement the following functionality in the Contact Center system:
· saving the general history of interactions with the subscriber on all communication channels (telephony, web chat on the site, messengers) in the client card (if necessary; the function must be available when organizing the client identification system);
· self-service of the subscriber according to predefined scenarios in the 24/7 mode (provided integration with the Customer's necessary databases is implemented);
· instant messaging programs used should include the following: Telegram, Viber, WhatsApp, Facebook Messenger;
· availability of a single client identification system when using any of the available communication channels (if necessary; when organizing a client identification system) (provided integration with the Customer's user database is implemented);
· analysis of user appeals and responses to them to optimize the routing of information flows (provided integration with the quality assessment database is implemented);
· redirection of chats to a group of agents (if necessary);
· making changes to the dialogue maintenance logic through the web interface;
· setting up response templates for use by the agent during dialogue;
· creation of menu buttons in messengers;
· at the end of each chat, conducting a customer survey about the quality of service and the degree of resolution of the given issue (provided integration with the quality assessment database is implemented);
· the user interface must be implemented according to the principle of a "thin" client (web client);
· availability of an application program interface (API) for data exchange;
· generation of online and historical statistics (number and duration of sessions (by channels, types of requests, etc.), number of customers (by channels, language, etc.), customer satisfaction statistics, etc.);
· informing the subscriber about the working hours of the Contact Center, etc.
The script for working with messengers is developed according to individual requirements
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	10.
	Organization of monitoring and reporting:

	
	The software should automatically generate daily reports on its performance. These reports should contain the following information:
· the total number of calls and chats received per day;
· the number of calls and chats in which there was a direct connection with a Contact Center agent;
· the number of calls and chats in which the citizen received advice through self-service in the IVR without switching the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen received a consultation through self-service, after which the system transferred the call to an agent (provided integration with the Customer's user database is implemented);
· the number of calls and chats in which the citizen hung up the phone to connect with the agent;
· average call and chat session duration.
Online reporting should include:
· online monitoring of the functionality of the Contact Center software;
· online monitoring of agents' work in real time (average conversation/chat session duration, average post-processing time, average call waiting time, etc.);
· online queue monitoring (general, by IVR menu directions, by agents);
The solution should provide for the compilation of a number of standard reports according to the specified parameters, containing statistical data on the efficiency of processing calls and chats and the productivity of agents.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	11.
	Accounting of appeals:

	
	The software solution must contain a mini-CRM for recording all calls and chats with the possibility of setting fields for entering the results of the Contact.
After identification of the client, the card should be "raised" to record the result of the conversation/chat session, and if it is a repeat contact, then the agent should see the history of the previous interaction with the client.
In the application accounting system, it should be possible to generate a report on the number of applications, subject matter, channel of receipt, agent who accepted the application, date, etc. Call and chat history should be searchable by criteria: agent, time slot, phone number, etc
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	12
	Interaction with ZIS:

	
	The solution for integration (interaction) with other ZIS should ensure:
· availability of a standard mechanism for remote software methods of calls using web services;
· the possibility of data import/export using ARI;
· integration of the operator's workplace and third-party CRM Ivanty Neurons for ITSM with the "HELP DESK" system via API into a unified interface;
· connection to the public telephone network using the Customer's existing corporate telephone communication system based on Cisco UCM 11.5.
· provide for the possibility of integrating the functionality of the new contact center with the existing telephony system to enable calls between contact center operators and staff of the administrative service of Ukraine, as well as to ensure the call recording function
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	13
	Role model:

	
	The allocation of powers and access rights to the software for receiving and processing calls and messages received by the Contact Center through various communication channels should be carried out depending on the role of the employee: "Agent", "Supervisor", "Administrator".

For the user in the role of "Administrator", it is necessary to implement the possibility:
· access to statistical information about calls and chats that have been processed;
· setting routing rules, editing the IVR menu, other system settings.

For the user in the role of "Supervisor", it is necessary to implement the possibility:
· tracking and changing the status of the Log In/Log Out agent;
· access to statistical information about calls and chats processed in real time and historically;
· listening and evaluating agent conversations;
· connecting to the agent's conversation, transferring the conversation;
· management of queue priorities, setting of routing rules, etc.;
· dynamically transfer agents from one group to another (without requiring the agent to change state).

For the user in the role of "Agent", it is necessary to implement the possibility:
· agent registration at any workplace by accessing the system through the web interface;
· tracking the status of other agents;
· access to online monitoring of own queue.
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	14
	Delivery specification requirements

	
	Hardware -  2 server platforms, power cables and their service support for 3 years
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).
	

	
	Software:
· recording system licensing package in the amount of 24 pcs
· a licensing package for users of the telephony server and Contacte Centre operators based in the amount of 24 units and service support for it for a period of 3 years
· a license for the possibility of building a fault-tolerant cluster architecture of the Contacte Centre and its service support for a period of 3 years.
· scripting bot: 
· basic license with embedded product logic
· connector to the Web chat 
· connector to the bot.
· basic license for the bot and its building.
· license responsible for the number of simultaneous bot sessions.
· bot script creation services
· professional installation services

	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).
	

	
	Phone set - 26 pieces IP Phone:
· Graphic display, at least 3.5" (396 x 162 pixels), monochrome
· Optical call notification and LED status indicator
· Keyboard: – 2 freely programmable function keys with LED (red/green/yellow), 4 context-sensitive function keys 6 fixed function keys, 4-position navigator, plus OK key, 3 audio keys (mute/speaker/headset) with LED (red or green)
· Volume control +/-
· Built-in microphone and speaker - hands-free conversation mode
· Headset port
· 10/100 Base-T Ethernet switch
· 802.3af Power over Ethernet, class 1
· Full compatibility with the software platform of the Contact Center
· Administration through the subscriber device management system, web interface and directly from the phone
· Term of warranty and technical support
Delivery set:
· Desk phone with pre-installed SIP software
· Handset plus cord
· Stand
· Installation guide
· External power supply
· Headset type «Wired Dual On-Ear», or equivalent

	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions).
	

	
	Jobs:
Computer equipment for operators' workplaces is provided by the Customer.
The client part of the Contact Center software must be compatible with browsers and operating systems at the level of work with 32-bit and 64-bit versions, respectively, namely:
· with operating systems such as "Windows", "Linux", "macOS";
· with browsers: "Google Chrome", "Opera", "Mozilla Firefox".
	The supplier declares compliance with this requirement in the Tender form.
Supplier must also provide manufacturer's technical documentation (brochures, technical descriptions) and/or product manufacturer's declarations (if the manufacturer's technical documentation does not fully reflect the compliance of the offered product with the requirements of the technical specification) or other equivalent documents proving the compliance of the offered product with the technical requirements.
	

	
	Technical and service support
All components of the agro-industrial complex must have at least three years of warranty and technical support for equipment and software from the Manufacturer.
Service support of the APC from the Contractor (change of routing settings, editing of phrases and messages of automatic service at the request of the Customer, consultation on work and in the event of technical failures, accompanying the escalation of tickets to the Technical Support of the manufacturer) should be at least 12 months.
	The supplier declares compliance with this requirement in the Tender form.

	



*Note: The supplier will be required to submit with the tender documents (manufacturer's technical descriptions and/or other documents) confirming that the characteristics of the goods offered by the supplier comply with the requirements.



7. REQUIRED DOCUMENTS AND CONFIDENTIALITY INFORMATION
Unless otherwise specified, all documents shall be submitted with the tender by means of CPP IS:
	No.
	Document
	Does the document contain confidential information?
(Yes / No)
	Explanation of what specific information in the document is confidential and why

	1
	2
	3
	4

	1.
	The joint operating agreement (in the case of a proposal submitted by a group of economic operators)
	
	

	2.
	The power of attorney or other document authorising the submission and/or signing of the tender and other documents (if the tender is not submitted by the head of the supplier, or by the head of the members of a group of economic operators, or of subcontractors, or by the head of the economic operators on whose capacity the supplier relies)
	
	

	3.
	If the supplier uses economic operators, evidence that these resources will be available for the entire duration of the contractual obligations
	
	

	4.
	Signed Declaration of Honour on Grounds for Exclusion (Annex 3)
*A separate declaration to be completed by:
1) supplier;
2) each member of the group of suppliers (in the case of a group of suppliers);
3) each economic operator on whose capacity the supplier relies in accordance with Article 49 of the LPP (if any) (excluding quasi-suppliers)
	
	

	5. 
	Declaration of compliance with national security requirements in accordance with the form set out in Annex 7 to the Procurement Conditions
	
	

	6.
	Technical and / or other documents confirming the compliance of the goods offered by the supplier with the requirements of the Technical Specification
	
	

	7.
	Other documents, if required by the Procurement Terms
	
	


	
8. SUPPLIER’S DECLARATION

By signing this tender, I certify that:
1. I am familiar with the procurement documents, as well as with the applicable laws of the Republic of Lithuania, sub-legislative legal acts, which regulate the procedure for conducting public procurements and which may have an impact on any relations between the procurer and the supplier, arising out of and/or related to this procurement;
2. I accept the conditions and procedures set out in the Procurement Terms;
3. The data and information provided in the tender documents are correct and include everything necessary for the proper performance of the contract;
4. The contract will be carried out only by persons entitled to carry out the relevant activities;
5. The tender shall be valid for the period specified in the relevant clause 4.9 of the Procurement Terms;
6. In the event of a change in the declared circumstances, I undertake to inform the procurer immediately.

9. SUPPLIER’S DECLARATION ON REQUIREMENTS RELATED TO SAFEGUARDING NATIONAL SECURITY INTERESTS

By signing this tender, I certify that:
1. The supplier, its subcontractors, the economic entities whose capacities are relied upon, or persons controlling them, and the goods offered by the supplier (including their manufacturers) do not pose a threat to the national security of the beneficiary state;
2. The supplier, the subcontractor, the economic entities whose capacities are relied upon, the manufacturer of the goods offered by the supplier (including their components, packaging) or the persons controlling them are legal persons who are not registered in the states or territories listed in paragraph 15 of Article 92 of the Law on Public Procurement;  the supplier, the subcontractor, the economic entities whose capacities are relied upon, the manufacturer of the goods offered by the supplier (including their components, packaging) or the persons controlling them are natural persons who are not permanently resident in the states or territories specified in the list provided for in paragraph 15 of Article 92 of the Law on Public Procurement or who hold citizenship of these states; the goods (including their components, packaging) do not originate or the services are not provided from the states or territories listed in paragraph 15 of Article 92 of the Law on Public Procurement; the specified entities do not have an interest likely to pose a threat to national security. This item shall apply in the event of mobilisation, war, a state of emergency or when the Government of the Republic of Lithuania, having assessed the risk that the factors which led to the declaration of mobilisation, the imposition of martial law or a state of emergency, pose a threat to national security, has adopted a decision on the application of the provision of Paragraph 21 of Article 45 of the Law on Public Procurement; the supplier, its subcontractor, the economic operator whose capacities are relied upon, is not operating in the countries or territories referred to in the list referred to in paragraph 15 of Article 92 of the Law on Public Procurement and is not a member of, or the head of a group of economic operators any member of which operates in the countries or territories referred to in the list referred to in paragraph 15 of Article 92 of the Law on Public Procurement, another member of a management or supervisory body or any other person(s) having the right to represent or control the supplier, a subcontractor, an economic operator whose capabilities are relied upon, to take a decision on its behalf or to conclude a contract, and does not participate in the activities of groups of economic operators and/or economic operators as such.
3. the supplier I represent does not have a Russian involvement exceeding the limits laid down in Article 5k of Council Regulation (EU) No 833/2014 of 31 July 2014 concerning restrictive measures in view of the actions of Russia to destabilise the situation in Ukraine, as amended by Council Regulation (EU) No 2022/576 of 8 April 2014 on Ukraine's sanctions against Ukraine. In particular, I confirm that:
(a) the supplier I represent (and none of the members of the supplier group) is not a Russian citizen or a natural or legal person, entity or body established in Russia;
(b) the supplier I represent (and none of the members of the supplier group) is not a legal person, entity or body which is owned, directly or indirectly, by more than 50 % by an entity referred to in point (a) of this paragraph;
(c) neither I nor the company I represent is a natural or legal person, entity or body acting on behalf of, or at the direction of, an entity referred to in paragraph (a) or (b);
(d) the entities listed in points (a) to (c) are not involved as subcontractors, suppliers or entities whose capacities are relied on by the supplier represented by me where they account for more than 10% of the contract value.
4. The supplier, the sub-suppliers I have used or will use in the future, the entities whose capacities I rely on and/or will rely on, the manufacturers of goods (and their components) are not subject to international sanctions implemented in the Republic of Lithuania, as defined in the Law on International Sanctions of the Republic of Lithuania.
5. the supplier, subcontractors, and entities whose capacity are relied upon are not subject to sanctions due to the armed aggression of the Russian Federation against Ukraine and sanctions under the Law on Sanctions of Ukraine.




	(Title of the Supplier's or his authorised representative's position)
	
	(Signature*)
	
	(Name, surname)











Annex 3

Declaration of Honour on Grounds for Exclusion

DECLARATION OF HONOUR

Name of the Procurement: ______________________



I, the undersigned _________________________________________________________, 
(Name, surname)
hereby confirm that I do not satisfy any of the grounds for exclusion specified in the following table:
GROUNDS FOR SUPPLIER EXCLUSION
	No.
	Grounds for excluding a supplier
	Article of LPP, paragraph, clause and part of the ESPD form to complete

	1. 
	The supplier or its responsible person referred to in Article 46(2)(2) of the LPP has been convicted of this offence:
1) participating in, organising or directing a criminal organisation;
2) bribery, influence peddling and bribery;
3) fraud, embezzlement, misappropriation, false declaration concerning the activities of a legal person, use of a credit, loan or grant other than for its intended purpose or in accordance with the procedures laid down, credit fraud, misrepresentation of income, profits or assets, failure to submit a declaration, return, statement of accounts or any other document, fraudulent or fraudulent accounting or misuse of funds, where such criminal offences are committed in order to prejudice the European Union's financial interests, as referred to in Article 1 of the Convention on the protection of the European Communities' financial interests;
4) criminal bankruptcy;
5) terrorist offences and offences linked to terrorist activities;
6) money laundering;
7) trafficking in human beings, buying or selling a child;
8) an offence committed by a supplier from another country, as defined in the laws of other countries implementing the European Union legislation listed in Article 57(1) of Directive 2014/24/EU.

The supplier or the person responsible for the supplier shall be deemed to have been convicted of an offence referred to above where:
1) the supplier, who is a natural person, has been the subject of a criminal conviction handed down and finalised within the last 5 years and has an unspent or unspent criminal record;
2) the manager, other member of the management or supervisory body, or other person(s) authorised to represent or control the supplier, to take a decision on its behalf, to conclude a transaction on its behalf, or the person(s) authorised to draw up and sign the supplier's financial accounting documents, of a supplier that is a legal person, another organisation or a subdivision of such an organisation or subdivision of such an organisation, has had a conviction handed down and has been finalised in the preceding five years, and has a conviction which is unexpunged or has not been expunged or set aside;
3) the supplier, being a legal person, another organisation or a subdivision thereof, has been the subject of a conviction by a court of law or, in the case of Article 46(3) of the LPP, of a final administrative decision which has been handed down and which has entered into force in the course of the preceding 5 years, provided that such a decision is taken in accordance with the requirements of the supplier's country's legislation.
	Article 46(1) of the LPP


	2. [bookmark: _Hlk90887843]
	The supplier has been convicted of non-compliance with obligations relating to the payment of taxes, including social security contributions, in accordance with the requirements of the country in which the supplier is registered or of the country in which the contracting authority is located, within the meaning of Article 46(2)(1) and (3) of the LPP, or the contracting authority has other evidence of non-compliance with these obligations. 

The supplier shall be deemed to have been convicted of an offence referred to above where:
1) he supplier, who is a natural person, has been the subject of a criminal conviction handed down and finalised within the last 5 years and has an unspent or unspent criminal record;
2) the supplier, being a legal person, another organisation or a subdivision thereof, has been the subject of a criminal conviction handed down and entered into final judgment within the last 5 years, or, in the case of paragraph 3, of a final administrative decision, if such a decision is taken in accordance with the requirements of the supplier's national law.

However, this does not apply if:
1) the supplier has an obligation to pay taxes, including social security contributions, and is therefore deemed to have already fulfilled the obligations referred to in this paragraph;
2) the amount of the arrears does not exceed €50 (fifty euros);
3) the supplier has been informed of the exact amount of its indebtedness at such a time that it has not been able, before the deadline for the submission of tenders or requests for proposals, to pay taxes, including social security contributions, to enter into a tax credit agreement or any other agreement of a similar nature for the payment of such taxes, or to take any other measures to comply with the provisions of point 1. A supplier shall not be excluded from the procurement procedure on this ground if, when requested by the contracting authority to provide relevant documents in accordance with Article 50(6) of the LPP, the supplier demonstrates that it is already deemed to have fulfilled its obligations in relation to the payment of taxes, including social security contributions.
	Article 46(3) of the LPP


	3. 
	The supplier has entered into agreements with other suppliers aimed at distorting competition in the procurement and the contracting authority has conclusive evidence of this.
	Article 46(4)(1) of the LPP


	4. 
	The Supplier has entered into a conflict-of-interest situation within the meaning of Article 21 of the LPP during the procurement process and the situation cannot be remedied. 
A conflict-of-interest situation shall be deemed to be irremediable if the persons involved in the conflict of interest have influenced the decisions of the public procurement commission or the contracting authority and the reversal of those decisions would be contrary to the provisions of the LPP.
	Article 46(4)(2) of the LPP


	5. 
	Competition within the meaning of Article 27(3) and (4) of the LPP has been distorted and the situation cannot be remedied.
	Article 46(4)(3) of the LPP

	6. 
	The supplier has concealed information or has provided false information concerning compliance with the requirements laid down in Articles 46 and 47 of the LPP during the procurement procedures and the contracting authority may prove it by any lawful means, or the supplier is unable to provide the supporting documents required by Article 50 of the LPP because of the false information provided. 
On this basis, the supplier shall also be excluded from the procurement procedure where, in the course of previous procedures carried out in accordance with the procedure laid down in the LPP, the Law on Public Procurement in the Field of Defence and Security, the Law on Procurement by Contracting Entities in the Field of Water Management, Energy, Transport or Postal Services or the Law on Concession, he has concealed information or has provided false information as referred to in this point, or where, as a result of the provision of the false information provided, he has not been able to provide the supporting documents required under Article 50 of the LPP, with the result that, during the previous year, he has been excluded from the procurement procedure or the procedure for the award of the concession. 
On this basis, a supplier shall also be excluded from the procurement procedure where, in accordance with the legislation of other countries, it has, in previous procedures, withheld information or supplied false information or, as a result of the supply of false information, has not been able to provide supporting documents, with the result that it has been excluded from the award of the contract or concession within the preceding one year, or has been subject to other similar penalties.
	Article 46(4)(4) of the LPP



	7. 
	The supplier has taken unlawful steps during the procurement procedure to influence the contracting authority's decisions, to obtain confidential information which would give it an unfair advantage in the procurement procedure, or to provide misleading information likely to materially influence the contracting authority's decisions concerning the exclusion of suppliers, the evaluation of their qualifications, or the determination of the successful tenderer, which the contracting authority may prove by any legal means.
	Article 46(4)(5) of the LPP

	8. 
	The Supplier has failed to perform a contract concluded in accordance with the LPP, the Law on Public Procurement in the Field of Defence and Security or the Law on Procurement by Contracting Entities in the Field of Water Management, Energy, Transport or Postal Services, or a concession contract, or has failed to perform the contract properly, and that failure constituted a material breach of contract as defined in Article 6(217) of the Civil Code (hereinafter referred to as "material breach of contract"), which has led to the termination of the contract within the last 3 years or to a court decision which has been delivered and has become final within the last 3 years and which upholds the claim of the contracting authority or the contracting entity  for compensation for the losses suffered as a result, the supplier's performance of an essential term of the contract with serious or persistent deficiencies, or a decision of the contracting authority within the last 3 years that the supplier's performance of an essential term of the contract with serious or persistent deficiencies has been subject to a contractual sanction. 
The supplier shall also be excluded from the procurement procedure on this ground where, in accordance with the legislation of other countries, it has been established within the last 3 years that, in the performance of a previous contract, a previous contract with a contracting entity or a previous concession contract, it has performed an essential requirement laid down in the contract with serious or persistent deficiencies, with the result that that previous contract was terminated before the term of validity of the contract, or where damages were claimed or other similar sanctions were applied.
	Article 46(4)(6) of the LPP


	9. 

	the supplier has committed a serious professional misconduct which leads the contracting authority to doubt the supplier's integrity, where the supplier has committed an infringement of financial reporting and auditing legislation less than one year after the date of the infringement.
	Article 46(4)(7) of the LPP


	10. 
	The supplier has committed a serious professional misconduct which leads the contracting authority to doubt the supplier's integrity, where the supplier does not meet the minimum criteria for a reliable taxpayer set out in Article 401(1) of the Law on Tax Administration of the Republic of Lithuania.
	Article 46(4)(6)(b) of the LPP


	11. 
	The supplier has committed a serious professional misconduct which leads the contracting authority to doubt the supplier's integrity, where the supplier has committed a breach of the prohibition on the conclusion of prohibited agreements laid down in the Law on Competition of the Republic of Lithuania or in a similar legislation of another country, and where the breach has been committed within a period of less than 3 years.
	Article 46(4)(6)(c) of the LPP

	12. [bookmark: _Hlk90887894]
	The supplier is insolvent, is the subject of restructuring or bankruptcy proceedings, has been declared bankrupt or has been the subject of winding-up proceedings, is having its assets administered by a court or an insolvency administrator, has entered into a composition agreement (an agreement between the supplier and its creditors to continue the supplier's business whereby the supplier assumes certain obligations and the creditors agree to postpone, reduce or waive their claims) with its creditors, has been suspended or has been placed under restricted business activities, or is in the same or a similar situation under the law of the country in which it is established. 
However, in the situations referred to in this point, the contracting authority will not exclude the supplier from the procurement procedure if he provides reasonable evidence that he will be able to perform the contract adequately.
	Article 46(6)(2) of the LPP


	13. 
	The supplier has committed a serious professional misconduct (other than the misconduct referred to in Article 46(4)(7) of the LPP) which gives rise to doubts as to the supplier's integrity and which the contracting authority can prove by any appropriate means. On this ground, the contracting authority shall exclude the supplier from the procurement procedure if less than one year has elapsed from the date of the infringement.
	Article 46(6)(3) of the LPP





I hereby agree to be excluded from the procurement procedure at any stage of the procurement procedure if it becomes evident that due to my act or omission before or during the procurement procedure I satisfy at least one of the grounds for exclusion.






	(Signature) 
	   
	(Name, surname) 
	


































Annex 4


[Description annexed as separate document]






Annex 5



[bookmark: _Hlk167798994][Main Terms of the Contract annexed as separate document]




























Annex 6 to the Procurement Terms 
"List of Supplier Goods"

LIST OF SUPPLIER GOODS
	
Here is the information to support the requirements of Section 9.1.1 of the Procurement Terms:
	Title of the contract
	
	



	Total value of the contract, EUR excluding VAT
	
	

	Value of goods produced and / or sold, EUR excluding VAT 
(Where the supplier (or the entity on whose capacity the supplier relies) has performed the contract jointly with another entity, only the proportion of the goods produced and / or sold by the supplier (or the entity on whose capacity the supplier relies) shall be indicated in respect of the requirement set out in Section 9.1.1 of the Procurement Terms)
	
	

	Date of signature of the contract and date by which the supplier had to fulfil its contractual obligations; date of completion of the contract.
	
	



	Brief description of the contract demonstrating compliance with the requirement.
	
	

	Name of the supplier who carried out the contract (in the case of a group of economic operators, all members of the group of economic operators).
	
	

	The consignee to whom the goods have been sold and/or produced under the contract referred to (company name, address, telephone, contact person).
	
	



	Certificate of satisfactory performance from the named consignee.
	
	




	(Title of the Supplier's or his authorised representative's position)
	
	(Signature*)
	
	(Name, surname)






Annex 7 

(Standard form for declaration of compliance with national security requirements)
	
(Name of the supplier)
	
(Addressee (name of the procurer/entity))

DECLARATION OF COMPLIANCE WITH NATIONAL SECURITY REQUIREMENTS

__ ____ 20__, No. ______
(Date, number)
__________________________
(Location of Conclusion)
I, ___________________________________________________________________ ,
(The title and name, surname of the supplier's manager or his authorised representative)
I certify that under my authority (represented)____________________________ ,
(Name of the supplier)    
participating in a procurement implemented by the public body Central Project Management Agency _____________________________________, meet the following requirements:
(Name of the object of the procurement, procurement number, date of publication in the CPP IS)

/ The procurer shall keep only those rows in the list below that meet the national security requirements for suppliers in the contract documents /

	×
	the goods offered by the supplier do not pose a threat to national security - in accordance with Article 37(9)(1) of the Public Procurement Law of the Republic of Lithuania, the manufacturer of the goods or the person controlling the manufacturer are not registered (if the manufacturer or the person controlling the manufacturer is a natural person - permanently residing or having citizenship) in the list referred to in Article 92(14) of the Public Procurement Law in the states or territories referred to in Article 92(14) of the Public Procurement Law (Paragraph 11.1.3 of the Procurement Documents).

	
	

	
	



	×
	the services offered by the supplier do not constitute a threat to national security - in accordance with Article 37(9)(2) of the Public Procurement Law, the services will not be provided from the countries or territories referred to in the list referred to in Article 92(14) of the Public Procurement Law (Paragraph 11.1.3 of the Procurement Documents).   

	
	

	
	



	×
	the supplier does not have interests which may endanger national security - in accordance with Article 47(9) of the Public Procurement Law, the supplier, its sub-suppliers or the economic operators whose capacities are relied upon or the persons controlling them are not registered (if the supplier, its sub-supplier, the economic operator whose capacities are relied upon or the person controlling the economic operator is a natural person - permanently residing or having nationality) in the list of the States or territories referred to in Article 92(14) of the Public Procurement Law. (Paragraph 11.1.4 of the Procurement Documents).

	
	

	
	



I certify that these data are correct and up to date on the date of submission of the proposal.

I understand that, in accordance with Article 39(4) of the Public Procurement Law, the contracting authority may, at any time during the procurement procedure, request candidates or tenderers to provide all or part of the documents confirming compliance with Article 37(9) of the Public Procurement Law, if this is necessary to ensure the proper conduct of the procurement procedure.

I understand that if a tender is declared the most economically advantageous on the basis of the results of the evaluation, documents confirming compliance with the national security requirements, as specified by the contracting authority, will have to be provided.



____________________                             ____________________	                   ___________________
(title)                                                          (signature)                                                 (name and surname)
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