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 Montenegro


Request for Proposal (RFP 20/11) 
                                                                                                                  Date:  29th  June 2011
Subject:  Development and Implementation of Emergency Medical Service (EMS) ICT system
Dear Sir/Madam,

UNDP invites companies to submit a proposal for Development and implementation of Emergency Medical Service (EMS) ICT system as per the enclosed Terms of Reference (TOR).
2. To enable you to submit a proposal, enclosed are:

i. Instructions to Offerors …………… . (Annex I)

ii. General Conditions of Contract……. .(Annex II)

iii. Terms of Reference (TOR)………… .(Annex III)

iv. Proposal Submission Form …………..(Annex IV)

v. Price Schedule ……………………….(Annex V)
3. Your offer comprising of technical proposal and financial proposal, in separate sealed envelopes, should reach the following address no later than 29th July 2011 CET:
UNDP Country Office Montenegro
Bulevar Svetog Petra Cetinjskog 1A (Europoint building) 
81000 Podgorica, Montenegro

Montenegro 

Ref.No  RFP 20-11
“NOT TO BE OPENED BY REGISTRY”

Fax: +382 20  225 533
E-mail:  procurement.me@undp.org
4. If you request additional information, we would endeavour to provide information expeditiously, but any delay in providing such information will not be considered a reason for extending the submission date of your proposal.





    Yours sincerely,

Snezana Doljanica, 

UNDP Operations Manager
Annex I

Instructions to Offerors

A. Introduction

The purpose of this tender is Development and Implementation of Emergency Medical Service (EMS) ICT system
2. Cost of proposal

The Offeror shall bear all costs associated with the preparation and submission of the Proposal, the UNDP will in no case be responsible or liable for those costs, regardless of the conduct or outcome of the solicitation.

B. Solicitation Documents

3. Contents of solicitation documents

Proposals must offer products and services for the total requirement. Proposals offering only part of the requirement will be rejected. The Offeror is expected to examine all corresponding instructions, forms, terms and specifications contained in the Solicitation Documents. Failure to comply with these documents will be at the Offeror’s risk and may affect the evaluation of the Proposal.

4. Clarification of solicitation documents

A prospective Offeror requiring any clarification of the Solicitation Documents may notify the procuring UNDP entity in writing at the organisation’s e-mail address or fax number indicated in the RFP. The procuring UNDP entity will respond in writing by posting on the UNDP web site www.undp.org.me/montenegro/files/tenders to any request for clarification of the Solicitation Documents that it receives earlier than four days prior to the deadline for the submission of Proposals. 

5. Amendments of solicitation documents

At any time prior to the deadline for submission of Proposals, the procuring UNDP entity may, for any reason, whether at its own initiative or in response to a clarification requested by a prospective Offeror, modify the Solicitation Documents by amendment and post it on the above mentioned UNDP web site. All prospective Offerors are encouraged to visit the UNDP web site regularly. 

In order to afford prospective Offerors reasonable time in which to take the amendments into account in preparing their offers, the procuring UNDP entity may, at its discretion, extend the deadline for the submission of Proposals.
C. Preparation of Proposals

6. Language of the proposal

The Proposal prepared by the Offeror and all correspondence and documents relating to the Proposal exchanged by the Offeror and the procuring UNDP entity shall be written in the English language. 

7. Documents comprising the proposal
      The Proposal shall comprise the following components:

(a) Proposal submission form;

(b) Operational and technical part of the Proposal, including documentation to demonstrate that the Offeror meets all requirements;

(c) Price schedule, completed in accordance with clauses 8 and 9;
8. Proposal form

The Offeror shall structure the operational and technical part of its Proposal as follows:

(a) Management plan

This section should provide corporate orientation to include the year and state/country of incorporation and a brief description of the Offeror’s present activities. It should focus on products and services related to the Proposal.

This section should also describe the organisational unit(s) that will become responsible for the contract, and the general management approach towards a project of this kind. The Offeror should comment on its experience in similar projects and identify the person(s) representing the Offeror in any future dealing with the procuring UNDP entity.

(b) Resource plan

This should fully explain the Offeror’s resources in terms of available personnel (with CVs included) and facilities necessary for the performance of this requirement. It should describe the Offeror’s current capabilities/facilities and any plans for their expansion.

(c) Proposed methodology

This section should demonstrate the Offeror’s responsiveness to the specification by identifying the specific components proposed, addressing the requirements, as specified, point by point; providing a detailed description of the essential performance characteristics; proposed warranty; and demonstrating how the proposed methodology meets or exceeds the specifications.

The operational and technical part of the Proposal should not contain any pricing information whatsoever on the services offered. Pricing information shall be separated and only contained in the appropriate Price Schedules.

It is mandatory that the Offeror’s Proposal numbering system corresponds with the numbering system used in the body of this RFP. All references to descriptive material and brochures should be included in the appropriate response paragraph, though material/documents themselves may be provided as annexes to the Proposal/response.

Information which the Offeror considers proprietary, if any, should be dearly marked “proprietary” next to the relevant part of the text and it will then be treated as such accordingly.

9. Proposal prices

The Offeror shall indicate on an appropriate Price Schedule, an example of which is contained in these Solicitation Documents, the prices of services and goods it proposes to supply under the contract.

10. Proposal currencies

All prices shall be quoted in Euros.
11. Period of validity of proposals

Proposals shall remain valid for sixty (60) days after the date of Proposal submission prescribed by the procuring UNDP entity, pursuant to the deadline clause. A Proposal valid for a shorter period may be rejected by the procuring UNDP entity on the grounds that it is non-responsive.

In exceptional circumstances, the procuring UNDP entity may solicit the Offeror’s consent to an extension of the period of validity. The request and the responses thereto shall be made in writing. An Offeror granting the request will not be required nor permitted to modify its Proposal.

12. Format and signing of proposals

The Offeror shall prepare three copies of the Proposal, clearly marking one “Original Proposal” and (two) “Copy of Proposal” as appropriate. In the event of any discrepancy between them, the original shall govern.
The three copies of the Proposal shall be typed or written in indelible ink and shall be signed by the Offeror or a person or persons duly authorised to bind the Offeror to the contract. The latter authorisation shall be indicated by written power-of-attorney accompanying the Proposal.

A Proposal shall contain no interlineations, erasures, or overwriting except, as necessary to correct errors made by the Offeror, in which case such corrections shall be initialled by the person or persons signing the Proposal.
13. Payment

UNDP shall effect payments to the Contractor after acceptance by UNDP of the invoices submitted by the contractor, upon achievement of the corresponding milestones. 

D. Submission of Proposals

14. Sealing and marking of proposals

The Offeror shall seal the Proposal in one outer and two inner envelopes, as detailed below.

(a) The outer envelope shall be:

· addressed to –

UNDP Country Office Montenegro
Bulevar Svetog Petra Cetinjskog 1A
81000 Podgorica, 

Montenegro

and,
· marked with – “RFP 20/11: Development and Implementation of Emergency Medical Service (EMS) ICT system’’
(b) All inner and outer envelopes shall indicate the name and address of the Offeror. The first inner envelope shall contain the information specified in Clause 8 (Proposal form) above, with the copies duly marked “Original” and “Copy”. The second inner envelope shall include the price schedule duly identified as such.

Note: if the inner envelopes are not sealed and marked as per the instructions in this clause, the procuring UNDP entity will not assume responsibility for the Proposal’s misplacement or premature opening.

15. Deadline for submission of proposals

Proposals must be received by the procuring UNDP entity at the address specified under clause Sealing and marking of Proposals no later than 29th July 2011 CET.
The procuring UNDP entity may, at its own discretion extend this deadline for the submission of Proposals by amending the solicitation documents in accordance with clause Amendments of Solicitation Documents, in which case all rights and obligations of the procuring UNDP entity and Offerors previously subject to the deadline will thereafter be subject to the deadline as extended.

16. Late Proposals

Any Proposal received by the procuring UNDP entity after the deadline for submission of proposals, pursuant to clause Deadline for the submission of proposals, will be rejected.

17. Modification and withdrawal of Proposals

The Offeror may withdraw its Proposal after the Proposal’s submission, provided that written notice of the withdrawal is received by the procuring UNDP entity prior to the deadline prescribed for submission of Proposals.

The Offeror’s withdrawal notice shall be prepared, sealed, marked, and dispatched in accordance with the provisions of clause Deadline for Submission of Proposals. The withdrawal notice may also be sent by telex or fax but followed by a signed confirmation copy.

No Proposal may be modified subsequent to the deadline for submission of proposals.

No Proposal may be withdrawn in the Interval between the deadline for submission of proposals and the expiration of the period of proposal validity specified by the Offeror on the Proposal Submission Form.

E. Opening and Evaluation of Proposals

18. Opening of proposals

The procuring entity will open the Proposals in the presence of a Committee formed by the Head of UNDP Montenegro.

19. Clarification of proposals

To assist in the examination, evaluation and comparison of Proposals, the Purchaser may at its discretion, ask the Offeror for clarification of its Proposal. The request for clarification and the response shall be in writing and no change in price or substance of the Proposal shall be sought, offered or permitted.

20. Preliminary examination

The Purchaser will examine the Proposals to determine whether they are complete, whether any computational errors have been made, whether the documents have been properly signed, and whether the Proposals are generally in order.

Arithmetical errors will be rectified on the following basis: If there is a discrepancy between the unit price and the total price that is obtained by multiplying the unit price and quantity, the unit price shall prevail and the total price shall be corrected. If the Offeror does not accept the correction of errors, its Proposal will be rejected. If there is a discrepancy between words and figures the amount in words will prevail.

Prior to the detailed evaluation, the Purchaser will determine the substantial responsiveness of each Proposal to the Request for Proposals (RFP). For purposes of these Clauses, a substantially responsive Proposal is one which conforms to all the terms and conditions of the RFP without material deviations. The Purchaser’s determination of a Proposal’s responsiveness is based on the contents of the Proposal itself without recourse to extrinsic evidence.

A Proposal determined as not substantially responsive will be rejected by the Purchaser and may not subsequently be made responsive by the Offeror by correction of the non-conformity.

21. Evaluation and comparison of proposals

A two-stage procedure is utilised in evaluating the proposals, with evaluation of the technical proposal being completed prior to any price proposal being opened and compared.  The price proposal of the Proposals will be opened only for submissions that passed the minimum technical score of 70% of the obtainable score of 1000 points in the evaluation of the technical proposals.
The technical proposal is evaluated on the basis of its responsiveness to the Term of Reference (TOR).
In the Second Stage all contractors, who have attained minimum 70% score in the technical evaluation will be compared and the weights will be applied to both technical and financial proposals in the 70:30 (respectively) proportion. The contract will be awarded to the contractor with total highest score. 

Equation to be used for  Cumulative scoring:

Company 1: 

TE/maxTE *70 + MinPrice/Price *30 =    +    =   

Company 2:

TE/maxTE *70 + MinPrice/Price *30 =    +    =   

Company 3: 

TE/maxTE *70 + MinPrice/Price *30 =    +    =   

Technical Evaluation Criteria

	Summary of Technical Proposal Evaluation Forms
	Score Weight
	Points Obtainable
	Company / Other Entity

	
	
	
	A
	B
	C
	D
	E

	1.
	Expertise of Firm / Organisation submitting Proposal
	30%
	300
	
	
	
	
	

	2.
	Proposed Work Plan and Approach
	40%
	400
	
	
	
	
	

	3.
	Personnel
	30%
	300
	
	
	
	
	

	
	Total
	
	1000
	
	
	
	
	


Evaluation forms for technical proposals follow on the next two pages. The obtainable number of points specified for each evaluation criterion indicates the relative significance or weight of the item in the overall evaluation process. The Technical Proposal Evaluation Forms are:

Form 1: Expertise of Firm / Organisation Submitting Proposal

Form 2: Proposed Work Plan and Approach

Form 3: Personnel

Note: The score weights and points obtainable in the evaluation sheet are tentative and should be changed depending on the need or major attributes of technical proposal.
	Technical Proposal Evaluation

Form 1
	Points obtainable
	Company / Other Entity

	
	
	A
	B
	C
	D
	E

	Expertise of firm / organisation submitting proposal

	

	1.1
	Reputation of Organisation and Staff (Competence / Reliability)  in training and management development
	50
	
	
	
	
	

	1.2
	Litigation and Arbitration history
	10

	
	
	
	
	

	1.3
	General Organisational Capability which is likely to affect implementation (i.e. loose consortium, holding company or one firm, size of the firm / organisation, strength of project management support e.g. project financing capacity and project management controls)
	20

	
	
	
	
	

	1.4
	Extent to which any work would be subcontracted (subcontracting carries additional risks which may affect project implementation, but properly done it offers a chance to access specialized skills)
	10
	
	
	
	
	

	1.5
	Quality assurance procedures, warranty


	10
	
	
	
	
	

	1.6
	Relevance of:

· Specialized Knowledge

· Experience on Similar Projects

· Experience on Projects in the Region

· Work for UNDP/ UN Agency /major multilateral/ or bilateral programmes
	200
	
	
	
	
	

	
	300
	
	
	
	
	


	Technical Proposal Evaluation

Form 2
	Points obtainable
	Company / Other Entity

	
	
	A
	B
	C
	D
	E

	Proposed Work Plan and Approach

	

	2.1
	To what degree does the Offeror understand the project?
	20
	
	
	
	
	

	2.2
	Have the important aspects of the tasks and responsibilities been addressed in sufficient detail?
	100
	
	
	
	
	

	2.3
	Is the proposal based on  a comprehensive survey of the project and  was data input properly used in the preparation of the proposal? 
	20
	
	
	
	
	

	2.4
	Is the conceptual framework reflected in the deliverables in logical sequence? 
	20
	
	
	
	
	

	2.5
	Is the scope of task well defined and does it correspond to the TOR?
	120
	
	
	
	
	

	2.6
	Is the presentation clear and is the sequence of activities and the planning logical, realistic and promise efficient implementation to the project?
	120
	
	
	
	
	

	
	
	400
	
	
	
	
	


	Technical Proposal Evaluation


	Points Obtainable
	Company / Other Entity

	
	
	A
	B
	C
	D
	E

	Form 3 Personnel

	3.1
	Responsible ICT system developer
	
	
	
	
	
	

	
	- International Experience
	10
	
	
	
	
	

	
	- Professional Experience in the area of development and implementation of ICT systems 
	60
	
	
	
	
	

	
	 - Knowledge of the Region
	20
	
	
	
	
	

	
	- Experience in working with UNDP
	10
	
	
	
	
	

	
	
	100
	
	
	
	
	

	
	

	3.2
	Responsible ICT system implementation manager
	
	
	
	
	
	

	
	- International Experience
	10
	
	
	
	
	

	
	- Professional Experience in the area of development and implementation of ICT systems
	60
	
	
	
	
	

	
	- Knowledge of the Region
	20
	
	
	
	
	

	
	- Knowledge of UNDP
	10
	
	
	
	
	

	
	
	100
	
	
	
	
	

	
	

	3.3
	Other experts
	
	
	
	
	
	

	
	- International Experience
	10
	
	
	
	
	

	
	- Professional Experience in the relevant field
	60
	
	
	
	
	

	
	- Knowledge of the Region
	20
	
	
	
	
	

	
	- Knowledge of UNDP
	10
	
	
	
	
	

	
	
	100
	
	
	
	
	

	
	

	Total Part 3
	300
	


	Grand Total:

	Points Obtainable
	Company / Other Entity

	
	
	A
	B
	C
	D
	E

	
	1000
	
	
	
	
	

	Evaluator’s Comments:




F. Award of Contract

22. Award criteria, award of contract

The procuring UNDP entity reserves the right to accept or reject any Proposal, and to annul the solicitation process and reject all Proposals at any time prior to award of contract, without thereby incurring any liability to the affected Offeror or any obligation to inform the affected Offeror or Offerors of the grounds for the Purchaser’s action 

Prior to expiration of the period of proposal validity, the procuring UNDP entity will award the contract to the qualified Offeror whose Proposal after being evaluated is considered to be the most responsive to the needs of the organisation and activity concerned.

23. Purchaser’s right to vary requirements at the time of award

The Purchaser reserves the right at the time of award of contract to vary the quantity of services and goods specified in the RFP without any change in price or other terms and conditions.

24. Signing of the contract

Within 3 days of receipt of the contract the successful Offeror shall sign and date the contract and return it to the Purchaser.

Annex II
General Conditions of Contract
1. LEGAL STATUS

The Contractor shall be considered as having the legal status of an independent contractor vis-à-vis UNDP. The Contractor's personnel and sub-contractors shall not be considered in any respect as being the employees or agents of UNDP or the United Nations. 

2. SOURCE OF INSTRUCTIONS

The Contractor shall neither seek nor accept instructions from any authority external to UNDP in connection with the performance of its services under this Contract. The Contractor shall refrain from any action which may adversely affect UNDP or the United Nations and shall fulfil its commitments with the fullest regard to the interests of UNDP. 

3. CONTRACTOR'S RESPONSIBILITY FOR EMPLOYEES

The Contractor shall be responsible for the professional and technical competence of its employees and will select, for work under this Contract, reliable individuals who will perform effectively in the implementation of this Contract, respect the local customs, and conform to a high standard of moral and ethical conduct. 

4. ASSIGNMENT
The Contractor shall not assign, transfer, pledge or make other disposition of this Contract or any part thereof, or any of the Contractor's rights, claims or obligations under this Contract except with the prior written consent of UNDP. 
5. SUB-CONTRACTING

In the event the Contractor requires the services of sub-contractors, the Contractor shall obtain the prior written approval and clearance of UNDP for all sub-contractors. The approval of UNDP of a sub-contractor shall not relieve the Contractor of any of its obligations under this Contract. The terms of any sub-contract shall be subject to and conform with the provisions of this Contract.

6. OFFICIALS NOT TO BENEFIT

The Contractor warrants that no official of UNDP or the United Nations has received or will be offered by the Contractor any direct or indirect benefit arising from this Contract or the award thereof. The Contractor agrees that breach of this provision is a breach of an essential term of this Contract. 

7. INDEMNIFICATION

The Contractor shall indemnify, hold and save harmless, and defend, at its own expense, UNDP, its officials, agents, servants and employees from and against all suits, claims, demands, and liability of any nature or kind, including their costs and expenses, arising out of acts or omissions of the Contractor, or the Contractor's employees, officers, agents or sub-contractors, in the performance of this Contract. This provision shall extend, inter alia, to claims and liability in the nature of workmen's compensation, products liability and liability arising out of the use of patented inventions or devices, copyrighted material or other intellectual property by the Contractor, its employees, officers, agents, servants or sub-contractors. The obligations under this Article do not lapse upon termination of this Contract. 

8. INSURANCE AND LIABILITIES TO THIRD PARTIES 

8.1 The Contractor shall provide and thereafter maintain insurance against all risks in respect of its property and any equipment used for the execution of this Contract. 
8.2 The Contractor shall provide and thereafter maintain all appropriate workmen's compensation insurance, or its equivalent, with respect to its employees to cover claims for personal injury or death in connection with this Contract. 
8.3 The Contractor shall also provide and thereafter maintain liability insurance in an adequate amount to cover third party claims for death or bodily injury, or loss of or damage to property, arising from or in connection with the provision of services under this Contract or the operation of any vehicles, boats, airplanes or other equipment owned or leased by the Contractor or its agents, servants, employees or sub-contractors performing work or services in connection with this Contract. 
8.4 Except for the workmen's compensation insurance, the insurance policies under this Article shall: 

(i) Name UNDP as additional insured; 
(ii) Include a waiver of subrogation of the Contractor's rights to the insurance carrier against UNDP; 
(iii) Provide that UNDP shall receive thirty (30) days written notice from the insurers prior to any cancellation or change of coverage. 

8.5 The Contractor shall, upon request, provide UNDP with satisfactory evidence of

the insurance required under this Article.
9.   ENCUMBRANCES/LIENS

The Contractor shall not cause or permit any lien, attachment or other encumbrance by any person to be placed on file or to remain on file in any public office or on file with UNDP against any monies due or to become due for any work done or materials furnished under this Contract, or by reason of any other claim or demand against the Contractor. 

10.  TITLE TO EQUIPMENT

Title to any equipment and supplies that may be furnished by UNDP shall rest with UNDP and any such equipment shall be returned to UNDP at the conclusion of this Contract or when no longer needed by the Contractor. Such equipment, when returned to UNDP, shall be in the same condition as when delivered to the Contractor, subject to normal wear and tear. The Contractor shall be liable to compensate UNDP for equipment determined to be damaged or degraded beyond normal wear and tear. 

11. COPYRIGHT, PATENTS AND OTHER PROPRIETARY RIGHTS

UNDP shall be entitled to all intellectual property and other proprietary rights including but not limited to patents, copyrights, and trademarks, with regard to products, or documents and other materials which bear a direct relation to or are produced or prepared or collected in consequence of or in the course of the execution of this Contract. At the UNDP's request, the Contractor shall take all necessary steps, execute all necessary documents and generally assist in securing such proprietary rights and transferring them to UNDP in compliance with the requirements of the applicable law.
12.  USE OF NAME, EMBLEM OR OFFICIAL SEAL OF UNDP OR THE UNITED NATIONS

The Contractor shall not advertise or otherwise make public the fact that it is a Contractor with UNDP, nor shall the Contractor, in any manner whatsoever use the name, emblem or official seal of UNDP or the United Nations, or any abbreviation of the name of UNDP or the United Nations in connection with its business or otherwise. 

13.  CONFIDENTIAL NATURE OF DOCUMENTS AND INFORMATION

13.1  All maps, drawings, photographs, mosaics, plans, reports, recommendations, estimates, documents and all other  data compiled by or received by the Contractor under this Contract shall be the property of UNDP, shall be treated as confidential and shall be delivered only to UNDP authorized officials on completion of work under this Contract.

13.2  The Contractor may not communicate at any time to any other person, Government or authority external to UNDP, any information known to it by reason of its association with UNDP which has not been made public except with the authorization of UNDP; nor shall the Contractor at any time use such information to private advantage. These obligations do not lapse upon termination of this Contract. 

14. FORCE MAJEURE; OTHER CHANGES IN CONDITIONS 

14.1 Force majeure, as used in this Article, means acts of God, war (whether declared or not), invasion, revolution, insurrection, or other acts of a similar nature or force which are beyond the control of the Parties. 

14.2 In the event of and as soon as possible after the occurrence of any cause constituting force majeure, the Contractor shall give notice and full particulars in writing to UNDP, of such occurrence or change if the Contractor is thereby rendered unable, wholly or in part, to perform its obligations and meet its responsibilities under this Contract. The Contractor shall also notify UNDP of any other changes in conditions or the occurrence of any event which interferes or threatens to interfere with its performance of this Contract. The notice shall include steps proposed by the Contractor to be taken including any reasonable alternative means for performance that is not prevented by force majeure. On receipt of the notice required under this Article, UNDP shall take such action as, in its sole discretion, it considers to be appropriate or necessary in the circumstances, including the granting to the Contractor of a reasonable extension of time in which to perform its obligations under this Contract. 

14.3 If the Contractor is rendered permanently unable, wholly, or in part, by reason of force majeure to perform its obligations and meet its responsibilities under this Contract, UNDP shall have the right to suspend or terminate this Contract on the same terms and conditions as are provided for in Article 15, "Termination", except that the period of notice shall be seven (7) days instead of thirty (30) days. 

15. TERMINATION 

15.1 Either party may terminate this Contract for cause, in whole or in part, upon thirty days notice, in writing, to the other party. The initiation of arbitral proceedings in accordance with Article 16 "Settlement of Disputes" below shall not be deemed a termination of this Contract. 

15.2 UNDP reserves the right to terminate without cause this Contract at any time upon 15 days prior written notice to the Contractor, in which case UNDP shall reimburse the Contractor for all reasonable costs incurred by the Contractor prior to receipt of the notice of termination. 

15.3 In the event of any termination by UNDP under this Article, no payment shall be due from UNDP to the Contractor except for work and services satisfactorily performed in conformity with the express terms of this Contract. The Contractor shall take immediate steps to terminate the work and services in a prompt and orderly manner and to minimize losses and further expenditures. 

15.4 Should the Contractor be adjudged bankrupt, or be liquidated or become insolvent, or should the Contractor make an assignment for the benefit of its creditors, or should a Receiver be appointed on account of the insolvency  of the Contractor, UNDP may, without prejudice to any other right or remedy it may have, terminate this Contract forthwith. The Contractor shall immediately inform UNDP of the occurrence of any of the above events. 

16. SETTLEMENT OF DISPUTES 

16.1. Amicable Settlement 

The Parties shall use their best efforts to settle amicably any dispute, controversy or claim arising out of, or relating to this Contract or the breach, termination or invalidity thereof. Where the parties wish to seek such an amicable settlement through conciliation, the conciliation shall take place in accordance with the UNCITRAL Conciliation Rules then obtaining, or according to such other procedure as may be agreed between the parties. 
16.2. Arbitration 

Unless, any such dispute, controversy or claim between the Parties arising out of or relating to this Contract or the breach, termination or invalidity thereof is settled amicably under the preceding paragraph of this Article within sixty (60) days after receipt by one Party of the other Party's request for such amicable settlement, such dispute, controversy or claim shall be referred by either Party to arbitration in accordance with the UNCITRAL Arbitration Rules then obtaining, including its provisions on applicable law. The arbitral tribunal shall have no authority to award punitive damages. The Parties shall be bound by any arbitration award rendered as a

result of such arbitration as the final adjudication of any such controversy, claim or dispute.

17. PRIVILEGES AND IMMUNITIES 

Nothing in or relating to this Contract shall be deemed a waiver, express or implied, of any of the privileges and immunities of the United Nations, including its subsidiary organs. 

18. TAX EXEMPTION 

18.1 Section 7 of the Convention on the Privileges and Immunities of the United Nations provides, inter-alia, that the United Nations, including its subsidiary organs, is exempt from all direct taxes, except charges for public utility services, and is exempt from customs duties and charges of a similar nature in respect of articles imported or exported for its official use. In the event any governmental authority refuses to recognize the United Nations exemption from such taxes, duties or charges, the Contractor shall immediately consult with UNDP to determine a mutually acceptable procedure. 

18.2 Accordingly, the Contractor authorizes UNDP to deduct from the Contractor's invoice any amount representing such taxes, duties or charges, unless the Contractor has consulted with UNDP before the payment thereof and UNDP has, in each instance, specifically authorized the Contractor to pay such taxes, duties or charges under protest. In that event, the Contractor shall provide UNDP with written evidence that payment of such taxes, duties or charges has been made and appropriately authorized. 
19 CHILD LABOUR

19.1 The Contractor represents and warrants that neither it, nor any of its suppliers is engaged in any practice inconsistent with the rights set forth in the Convention on the Rights of the Child, including Article 32 thereof, which, inter alia, requires that a child shall be protected from performing any work that is likely to be hazardous or to interfere with the child's education, or to be harmful to the child's health or physical mental, spiritual, moral or social development. 

19.1 Any breach of this representation and warranty shall entitle UNDP to terminate this Contract immediately upon notice to the Contractor, at no cost to UNDP. 
21. OBSERVANCE OF THE LAW

The Contractor shall comply with all laws, ordinances, rules, and regulations bearing upon the performance of its obligations under the terms of this Contract. 
22. AUTHORITY TO MODIFY

No modification or change in this Contract, no waiver of any of its provisions or any additional contractual relationship of any kind with the Contractor shall be valid and enforceable against UNDP unless provided by an amendment to this Contract signed by the authorized official of UNDP.

Annex III

TERMS OF REFERENCE
Development and Implementation of Emergency Medical Service (EMS) ICT System

I   Introduction and methodology
This document represents the summary of the Emergency Medical Service Institute (EMSI) needs for information and communication technologies. The objective of Development and Implementation of ICT System is to enable the EMSI to be more effective and efficient in the provision of land ambulance emergency response, and to achieve accountability and integrity of the system. 
Document contains detailed description of the functions that the system has to provide as well as the information on the system components. It describes issues related to the software technical design (software and platform architecture, data protection requests) and necessary hardware. Document describes integrated concept of the system for the whole of Montenegro comprising all Units of EMSI.
The Offeror is expected to develop and implement the part of the system for municipality Podgorica only and to provide financial costs of its multiplication to EMS Units in all other municipalities in Montenegro. 
The project will be realised through the close cooperation between the EMSI and the chosen bidder. EMSI already performed preliminary analysis of the system and design that are presented in this document in terms of requested functions. This document contains the most important functions required from the system and according to these specifications the chosen bidder shall develop and implement the system. 
Developer and the EMSI will have close cooperation during the whole project, including system analysis, system (database and software modules) projecting and development and testing of the software, system implementation and parameters defining. Cooperation will be executed through Project Team that would be made of members of Developer Side, EMSI and UNDP Montenegro. Project team will communicate on a daily basis.

Developer will be responsible for the system development based on functional project requests and the EMSI will contribute to the project by passing professional knowledge and experience closely connected to the processes.
It is planned to use available budget to realise the following steps of the project:

· Procurement of the server infrastructure which would be centralised for all EMS Units 
· Procurement of services of information system development together with the delivery of the specific hardware components necessary for its implementation in the EMS Podgorica Unit
· Implementation of information system and training for users of the system and ICT Associate in charge of its maintenance in the EMS Podgorica Unit.  
Described functions of the system are the same for all Dispatch Centers – EMS Units in Montenegro. This means that the information system implemented in Podgorica Unit would be easily multiplied to all other units.

II    LEGAL BASIS: Law on Emergency Medical Service
III   SCOPE OF WORK AND OBLIGATIONS OF THE ENTITY: Development and Implementation of EMS ICT System
EMS dispatch and communications system should enable at least the following functions:

a. effective responding to emergency situation in order to enable the provision of on the spot emergency treatment to patients within 20 min. at max. and respecting of the ‘golden hour’;

b. system must have simple user interface for call operators for prioritization of received calls;

c. tracking of the vehicles directly linked to dispatching centers by using GPS technology, thus enabling efficient route planning;

d. unified communications including GSM, GPRS, SMS, fixed phone lines, digital lines, radio links, ADSL internet to enable better coverage;

e. recording of communications in accordance with legislation;

f. centralized accounting regarding tracking the stock of medical supplies,vehicle maintenance and petrol consumed, which should give better indicators of efficiency and enable EMSI to determine actual resource need and allocation between its units;

g. system must enable tracking of land ambulance response time including the time required to process an emergency call by call takers and ambulance dispatchers at EMSI/units.
All communication with the public are currently handled independently by dispatch centers from 19 municipal units. In accordance with the Law on Emergency Medical Service, it is proposed that the Single Operational Communications System and dispatch centers are cross linked with the purpose of tracking the system as a whole and to enable better coverage with small number of vehicles

currently available (not only inside municipalities, but based on vehicle locations from neighboring

municipalities).
Plan for the first phase of the project is to build central database for entire system and implement ICT system for dispatch unit in Podgorica, including procurement of hardware and licences for implementation of software products.

A. Current state of the information resources

Current organisation of work of the EMSI Dispatch Centers is based on using analogue phone lines for receiving patients calls and mobile phones for communication between the dispatchers and teams of medical stuff. Only one unit - EMS Unit Podgorica is equipped with radio communication connection, type  ”Motorola”. All work registries are currently being filled in manually on the printed registry forms – call registry books and are not further processed by the computers.

Before the establishment of the EMSI, as part of the Project for developing and implementing of the Primary Health Care (PHC) Information System in Montenegro, Health Centers and EMS Units were provided with network equipment and computers necessary for keeping records of provided services and consumed medical supplies. With the establishment of the EMSI, the mentioned part of the PHC information system, together with modules for general business operations (such as finance management, salary calculation, human resources management), was separated from the rest of the PHC information system and reorganized to adapt to the new organisational structure. This information system is based on the Oracle technical platform (Oracle Database 10gR2 and Oracle Application Server Forms & Reports 10gR2). The whole PHC information system, as well as the part that is being used by the EMSI, is hosted on the servers that are installed in the server room in the Computing Centre of the Health Insurance Fund of Montenegro situated in Podgorica, in the same building with the Emergency Medical Service Unit Podgorica. All units of the EMSI and its headquarters are connected with this system via rented MIPNET (MPLS network of the ”Crnogorski Telekom”) or ADSL links.
Computer that could be used in this project does not exist in the Dispatch Center in Podgorica. Currently, call processing is performed via PBX telephone switch Panasonic KX-TA308 (three incoming lines and eight locals). This telephone switch  does not provide for the necessary sending of information about received phone call number to the information system in the moment of call. Instead such information is available after the call ending which does not satisfy the conceptual design solution.

B. Conceptual design of the System
EMSI Dispatch and Communications System will contain three cross-connected segments:

· Subsystem for phone calls receiving and processing 

· Subsystem for Emergency Assistance vehicles GPS tracking

· Application for calls and interventions registering that would integrate all parts of the system.
The main request that system design has to fulfil is the cross-connection between all units of the EMSI into a single information system, as well as high percentage of system availability.
B.1   The concept of centralised information system
Centralised system can be realized by using centralised database. Since the IS will consist of many segments that would all be integrated with the PBX phone equipment and equipment for calls recording in each dispatch center, preferred architecture for the application solution is client-server architecture. The system is not exclusively limited to this architecture.
Multi-layered architecture of the IS could provide advantage in easier installation and maintenance of the system since the applications would be centralized and accessible to client computers through internet technologies. Disadvantages of this solution are: impossibility of establishing good quality integration with PBX equipment that would be located in every location inside the system (dispatch centers), slower application launch etc.

Client-server architecture (or two-tier architecture) determines the existence of database layer and application layer. Main difference compared to the multi-layered architecture is the fact that layer of application logic is performed on client's computer instead on the centralised server, and it is presentational layer at the same time. Considering the application logic is located on the clients, this architecture is mainly used when integration with hardware components is required - in this case, PBX telephone switch and call recording system.

In order to technically realize this centralised information system it is necessary to consider two very important preconditions:
1. Existence of the secure communication links between the locations that would be part of the system

2. Central location must be adequately equipped room where server machines would be installed.

Considering the EMSI units are located inside the Health Centers’ buildings, it is technically possible to use information resources in possession of the Health IS (including PHC information system). This means using already established and functional communication links used by the Health IS. Links are established over the MPLS network of the Crnogorski Telekom (MIPNET) which is completely suitable for the system suggested in this project. EMS Unit Podgorica is situated inside the same building as the central location of the network infrastructure and it is already connected with it over the local network (Ethernet). All other Units are already connected to this network infrastructure as part of the Health IS (including PHC information system) they have been already using.

Another very important condition is the location of the server equipment that would be the central part of the EMSI system and from which performance and stability of the whole system would depend. Currently, EMSI Unit Podgorica has the communication rack locker that contains network switch, telephony central server, UPS and radio connection unit. This rack locker is located in a room in the Dispatch Center and it is not possible to install a server in it.
In order to ensure good conditions for the work of server and network equipment it will be necessary to have a server room equipped in accordance with the information standards (air-conditioning, electrostatic floor, fire alarm system, electrical generating unit, controlled access, video surveillance etc.). It is necessary to provide adequate uninterruptible power supply for the server as well as electrical generating unit in cases of longer power cuts. (the actual location of the server inside the Computer Center of the Health Insurance Fund- the same building where EMS Unit Podgorica  is located (to be confirmed during the course of the project implementation) .
The company selected in this RFP is obliged to develop an ICT system solution that will be possible to integrate with the part of the Health Information System of Montenegro which allows insight into the patient's health record (according to the received necessary technical information, e.g. database structure, tables, records, etc..) However, the integration itself is not the subject of this project, but this opportunity must be left open. Therefore the company selected in this RFP shall be obliged to provide technical information and system access related to the integration to the Fund or any third party at any point in the future.
Guidelines for further development of the information system that are not subject of this RFP
It should be left possible to extend the System by adding application module that would be available to the EMS teams inside their vehicles. This module would be executed on adequate mobile ”mini” computers situated in the vehicle and would allow remote access to the detailed information on call entered by the dispatcher, patient's electronic medical record after dispatcher finds it, confirmation of undertaken intervention start and finish without the need to contact dispatcher via radio which eliminates the ”human factor” problem of the register accuracy etc. Nevertheless, adding this software requires certain hardware (computers), software development and additional expenses for renting GPRS connection.
The picture below shows the concept of integrated dispatch ICT System of the EMSI and matching points with the infrastructure of the existing Health Information System of Montenegro.
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B.2   Phone calls receiving and processing
Emergency Medical Services could be reached by dialling number 124 (number 94 is still active) which is mapped in the analogue lines belonging to Crnogorski Telekom. These numbers are mapped on the same incoming lines by both mobile and landline operators. Depending on the area code the call is diverted to the Dispatch Center of the EMS Unit responsible for certain geographical region. Similarly, the calls coming from the GSM providers are diverted according to the location of base stations that emit mobile phone signal in the moment of call. Call diverting is already functional and is not the subject of this project.

As already mentioned, EMS Unit Podgorica already has two incoming analogue lines which are connected to the dispatch center via Panasonic PBX telephone switch. Other EMS Units do not have such PBX switches so the phones are connected directly to the line.

Future information system has to be closely integrated with telephony equipment in order to ensure maximal control over the incoming calls.

All available phone points in the dispatch center should emit audio sound after the incoming call signal (provided there is more than one).

System has to have possibility of incoming call identification and automatic registry of the incoming call number in the application.

Considering the fact that some EMS Units will have more than one dispatcher in the Dispatch Center, that is more than one client computer performing call registry inside application, it is necessary to have a list of active calls inside the application (provided there are more than one call) which would allow dispatcher to click on the call he or she wants to answer. The rest of the calls would remain on the waiting list until other available dispatchers answer them.

Call recording would start in the moment dispatcher answers the call. It is necessary to have every call recorded as separate electronic file so that it could be saved in the application for call registry and played from the application if needed later on.

The calls should be recorded in local network on the storage device that would be installed as a part of the local network. This storage device should have RAID 1 support in order to increase the security of the audio data. It is not advisable to record directly into a database or shared space on the file system of the server because it uses too much of network bandwidth between the EMS Units and the server whose capacities are already being in use by the Information System of the Health Centers and would also be used for functioning of the described information system.

Recorded calls would be saved for at least three months and afterwards they would be erased in order to preserve disc space. It is necessary to ensure that system has the possibility to mark the calls that would not be erased even after the default period of three months.

Besides call recording, it is necessary to provide recording of the radio connection conversations. Because it is impossible to link radio connection with a certain call it is necessary to ensure continuous recording of the audio from the radio stations. In order to organise and manage these audio recordings more efficiently these recordings should be also performed by a computer. The audio should be recorded as electronic file of maximum duration up to 60 minutes with the names that are associated with the time of the recording. These files should be saved for at least three months as well. Audio recording of the radio connection has nothing in common with the rest of the information system and it could be completely separated from the rest of the system. It can be set up in the completely different way if necessary.

Considering the number of misuses of emergency calls, it is important that the system is enabled with an option to control calls based on the identified number. If the dispatcher establishes the misuse, he should register it in the system as undesirable and the system would ask for explanation. According to this information the system would be able to automatically block undesirable number and thus free the line for other calls. It is possible to limit the time periods of number blockade.

New workflow will require that dispatchers use both hands when filling electronic registry forms on the computer. For this reason it is necessary to provide every dispatcher with headphones with microphone that are compatible with offered equipment.

Considering quoted requests one can draw conclusion that this subsystem has to be integrated with the subsystem for call registry and that its application logic has to be built in the application for call registry. Since these are two different technologies that need to be encompassed in this project, it is basically impossible to specify equipment needed for realisation of telephony because it is conditioned by the software solution offered by the supplier. Therefore, bidders should provide equipment specifications based on the software solution they are offering and the points will be given to the entire solution (software solution, telephony equipment and potential additional licences). 

Control of the incoming lines (patient's calls) from the call registry application could be performed using advanced telephone switches enabled for integration with the application solution or analogue phone PC card (built-in into the computer) combined with certain application solution for controlling the calls (identification, recording). The best software solution would be to use open source (free) solution that is suitable for creating phone environment (based on VoIP) depending on the project requirements, control of the calls from analogue or digital lines from other applications, rules defining depending on the need of the project etc. 

Bidders offer must include specifications, prices, warranty and delivery time for all needed hardware equipment (telephone switch, telephone unit, PC / telephone cards, handsfree headphones and etc.) according to solution that is provided in their offer.  
B.3   Subsystem for EMS vehicles GPS tracking 

The land ambulance tracking system should provide for remote locating and satellite tracking of vehicles or on-line picture of current positions on the GIS map on computers used in Dispatch Center.

This subsystem consists of two components: GPS/GSM device and GIS software package that shows, controls and manages information about all vehicles on the map.

GPS/GSM device would be installed on the vehicle and it would transmit the information about vehicle to the dispatch system providing it with the possibility of monitoring the vehicle. This project demands device capable of sending the following information:

· current location of the vehicle (GPS technology) 

· average speed

· whether vehicle engine is running or not

· whether vehicle is moving or not

· interval of information update to the central system 12 seconds.

Information would be sent to the central system as formatted messages using mobile internet (GPRS technology) provided by some of the local GSM providers. We estimate that the quantity of data would need monthly GSM subscription for data stream not higher than 5 Euros per vehicle.

Very important factor in selecting GSM/GPRS provider is percent of signal coverage over whole Montenegrin territory, but also business policy of the EMSI (existing cooperation with provider) and price of the offered service. T-Mobile Montenegro and Telenor Montenegro have similar GSM/GPRS signal coverage.

Other part of this system that would be installed in dispatcher computer is actually GIS (Geographical Information System). This software package will provide actual status of all vehicles on the map of Montenegro with the possibility of showing whether the vehicle is available or on duty, whether it is moving or stopped, running or not, exact speed etc.

Software package has to provide the following functions:
· equipped with vectored map of Montenegro that would have the possibility to show streets and if wanted important points of interest

· streets have to be named correctly

· possibility to control the map by zooming

· possibility to define the points of interest and report on the frequency of visiting them in certain time intervals

· marking the vehicles on the map with official names of the teams

· Colour marking of available teams and teams on duty

· Possibility to control the view of the vehicle belonging to the other EMS Unit (showing/not showing)

· Possibility for a dispatcher to search address by typing text in the form - at least the possibility of searching powered by e.g. Google Maps, Maps.Yandex.ru etc. or the vectored map of Montenegro that contains vectored streets 
· The list of available vehicles sorted by the distance from the requested target address

· Possibility to use a map as a background for moving vehicles
· Integration with the system for call registry.
Bidders’ offer must include specifications, prices, warranty and delivery time for all needed hardware equipment (GPS/GPRS module for vehicle mounting) according to solution that is provided in their offer. Besides, an offer must contain the price for using tracking system for the period of 12 months for 8 vehicles in EMS Unit Podgorica.

B.4   Subsystem for call and intervention registry

Subsystem for calls and interventions registry is central module of the system that integrates described modules into a single system. Application solution for this module has to provide the following functions:
· Call registry

· Registry completion after the performed intervention

· Registry of the additional statistical questions

· Registry of the teams status

· Patient's call recording

· Reporting

· Optional: Direct access to the patient's medical record 

When receiving a call it is necessary that application identifies the calling number. It is necessary to receive a call list in case multiple calls are received at the same time, since the system should have at least two lines (it is possible to have many lines).

Dispatcher clicks to choose a number he wants to answer and thus automatically opens electronic registry form that would be filled with the number, date and time of call and at the same time initiate call recording.

After a dispatcher accepts a call the application will identify whether it is the initial or repeat call according to the number. If it is the initial call, application will offer blank registry form ready for filling in and if it recognizes the repeat number it will offer a call list for certain period (period needs to have set parameters) with data on date and time of call, call duration, address, information on performed interventions, advice given to the patient etc. In such cases, it is necessary to allow application to offer to copy existing data on patient from the previous calls.

During the conversation with the patient the dispatcher has to decide on the priority level. There are four levels of priority:

1. Patient’s basic vital functions threatened

2. Patient’s basic vital functions can be threatened within the next 15 minutes

3. Patient’s basic vital functions can be threatened within the next 2 hours

4. Confirming death
It is necessary that application solution always shows these levels of priorities so that dispatcher can determine the level of call priority with one click. In case of the first two priority levels, dispatcher immediately assigns available team and sends it to the patient's address.

After the priority level determination, dispatcher has to assign the call for intervention to the team by simple selection of the available teams inside the application. During this selection, especially in the first two levels of priority, dispatcher would be using GIS map to see current location of the teams. This would allow him to visually determine available team closest to the intervention location.

When dispatcher selects a team that would perform intervention on patient's location it is necessary that application automatically sends SMS message to the selected team (to the specified number assigned to the team). The message content should provide:

· Received call number

· Patient address

· Main issues

· Patient gender

· Patient age

· Risk factors (provided they are known)

These data would be separated with special characters in the SMS message. If the message passes 160 characters (standard SMS length defined by the mobile operator) application would send as much messages as needed to provide information.

After the input of data into the registry form, dispatcher would print and archive the form. It is necessary to print three copies of the registry form: One that stays in the dispatch center, one to be given to the assigned team and one for the patient after the performed intervention. If the selected team is leaving from the EMS building, dispatcher would give a copy of the form to the team. If selected team is already out on the field, dispatcher would provide information over the radio connection, cell phone call or SMS message. In order to satisfy the need for copies it is necessary to print the registry forms on already made indigo paper templates using dot-matrix printer.
B.4.1   Call registry
Registry form that would be filled out by the dispatcher should have the following fields:

Call information should be filled out during or straight after the conversation with the patient.

	Information
	Explanation

	EMS Unit that received a call 
	Automatically filled by application

	Dispatcher who received a call 
	Automatically filled by application based on the registered user

	Caller number 
	Automatically filled by application provided the number is listed in the telephony central

	Date of call


	Automatically filled by application without the possibility of editing by a dispatcher

	Time of call (hour and minute)
	Automatically filled by application without the possibility of editing by a dispatcher

	Repeated call
	YES or NO - Automatically filled by application 

	Call priority level
	Dispatcher decides on priority level from the conversation with the patient. There are four levels of priority. First two priorities require immediate team intervention.

	Team selected for the intervention
	Selection from the list of available teams. Teams are defined by parameters.

	Time of the intervention assignment
	Date, hour, minute. The time when dispatcher selects the team for intervention in application

	Was the call made by the patient himself or some other person
	Check Box to mark different person. Checking it would automatically open a field to input first and last name (or ID number) if it is known


Patient information should be filled out during or straight after the conversation with the patient.

	Information
	Examination

	First and last name of the patient
	Text field 

	Age
	Provide a field to enter both current age or date of birth. After dispatcher fills in one of the two, the other one would be automatically filled in by application.

	Address
	Current location of the patient. Besides street and number it should be possible to add information such as for example: first entrance, floor 3, next to cafe “Maša” etc.

	Contact
	Filled in case contact information is different from the number from which patient is calling

	Main issues
	Description of patient issues

	Risk factors (allergies, drug and alcohol use, surgeries etc.)
	Filled according to the patient answers or information provided in patient’s electronic medical record in case he had been identified by the date of birth, ID number, name and age etc.

	Blood type
	Filled according to the patient answers or information provided in patient’s electronic medical record in case he had been identified by the date of birth, ID number, name and age etc.

	Gender
	


B.4.2   Registry completion after intervention

During or after the intervention on the field, the team for interventions continues to manually fill in the registry form given by dispatcher or new form in case it was sent to a new location upon the completion of prior intervention without returning to a base. Team should submit filled out registry forms back to the Dispatch Centre where technician should input this additional data in application.

Intervention information (Filled in after the performed intervention)

	Information
	Examination

	Additional information about the patient

· Health Insurance Number
· Registry number
· Code

· Fund

· Fund branch
· Work organisation
	

	Start time of intervention
	Date, hour, minute (time of the arrival on site)



	Diagnose and medical report

	Established diagnose

	Therapy
	Therapy prescribed by a team doctor

	Referral
	Provided the patient referred to another unit for further treatment after the intervention

	Completion time of intervention
	Date, time, hour

	Intervention outcome
	- Patient was given first aid on the site

- Patient was transported to EMS Unit after being given first aid 
- Patient was transported to the secondary health institution after being given first aid
 - Death confirmed upon the arrival on the site

- Death confirmed during the transport


In order to ensure easier search for the call in electronic registry, it is necessary to print the registry form with unique number or bar code. This would allow dispatch technician to easily match and fill the call with the onsite additional information.

B.4.3   Additional statistical information registry 

Besides mentioned basic questions for call registry, it is necessary for the system to provide space for additional questions and answers that would be filled in predetermined fields in order to provide reports on this information later on. These are the questions:

1. Type of the emergency situation (check box fields):

· Car accident

· Fire

· Drowning

· Heart attack

· Epilepsy attack

· Sport injury

· Violence

· ...

2. Notification

· Phone call

· Police notification

· Fire Brigade notification

· Military notification

· Coming to the EMS Unit in person
B.4.4   Team status registry
It is very important to have the system registry of current status of the teams in the EMS Units. As already mentioned, it is necessary to set the parameters that would define the teams and available vehicles. Besides, at the beginning of every shift, the connection between the teams and the vehicles should be defined so that dispatchers could manage single information as the ”team”.

During the team selection for intervention, the application should register the system time of intervention takeover. At the same time, selected team would be marked as ”on intervention”  in the system. Team with such status would be clearly marked (with characteristic colour) in the application for call registry in the list of teams as well as on the map.

The obligation of the driver is to inform the dispatcher about the time of arrival on the spot as well as the time of completion of intervention. Dispatcher would record this by changing the status of the call in the registry.

During every call registry status change, system registers the time of the status change.

Based on the information on the times of status change, the system would need to have recorded the time necessary for the intervention or certain part of intervention (arrival on site, duration of intervention, call duration).

B.4.5   System reports
Information system has to contain the reporting system. Reports have to be formatted upon the EMSI request, with the EMSI logo.

It is necessary to have the reports determined by parameters to the highest possible extent in order to derive many different results from a single report by combining different parameters.

Reporting represents an overview of the call list generated according to the selected parameters.

· Call list contains columns: phone number, date and time, call duration, name of the dispatcher who processed a call, team  that performed intervention, time needed to arrive on site, duration of intervention.

Parameters of the report: date from / to, time from / to, dispatcher who processed the call, phone number, duration of the call, team that performed the intervention, intervention outcome.

At the end, the report has to contain the number of shown syllables, average duration of the calls, average time needed to arrive on site, average time of intervention duration.

Report should have two options: sorted by dispatcher or sorted by team.

· Medical reports:

- Diagnoses

- Prescribed therapy

- Hospitalized patients

· Common reports

- Average age of patients

- Number of men, women and children

· Reports according to the type of emergency situation

· Reports from the car tracking system

- How many vehicles are used in specified time period

- How many times vehicles left central location in specified time period

- how much time the vehicle was on the field (out of central location) in specified time period

· Other reports defined by project team

C   Technical platform of the information system
System technical platform has to be stable, expandable and flexible in terms of use, functionality and adding new contents. This indicates the need for permanent development and expansion of the system which is the only way to ensure long term functioning of the system.
Technical solution should be based on solutions that, as much as it is possible, do not depend on suppliers and licences.
As mentioned in the subchapter B.1, it is necessary to have centralised database for every unit of the EMSI in the system. That is why the selection of the RDBMS (Relational Database Management System) is so important. Database has to support parallel work entirely and without restrictions in functions such as Update/Insert/Delete available to up to 30 parallel system users (if we consider all Dispatch Centers). Database should directly support recursive SQL (not through programming) in order to sustain the database efficiency. Database should be free of any congestion due to the insufficient resources in order to be efficient. These are the reasons why the database should have robust Cost Based Optimizer. Since no one can predict nor stop long transactions, as well as the fact that the system would be used 24 hours a day, database should support efficient online backup and restore. Also, it should support optimal data buffering by unlimited number of bufferpools. In order to increase data security, RDBMS must have robust log file architecture.
Centralised database demands adequate server that would be able to serve up to 30 parallel users of the system. Considering the available room to situate server, it is necessary to provide rack mount server which does not occupy more that 2U of available rack space. Server should be made by some of the acclaimed brand suppliers.
Minimum requirements for the server sufficient for the system are:

Processor: Intel Xeon Quad Core

Memory: 8GB

HDD: 2x146GB, RAID1,0

Type: Rack mount 2U
Power supply: redundant

Server operating system could not be limited. If Linux is required, the suppliers would be limited and could not offer Microsoft SQL Server as a database managing system. In their offers bidders must specify operation system for the server they will use as a platform for database and the price.
In order to provide security from instable electrical power supply the adequate Smart UPS should be supplied. It should be rack mount and it needs to have minimum 900W output power. 
Suggested client-server architecture implies the applicable logic to be executed on the client work stations. It is necessary to provide equal number of working stations to the number of dispatcher work positions. In Podgorica there would be two dispatcher work positions since the work schedule in Dispatch Center is covered by one doctor and one medical stuff member.

In order to ensure stability and reliability of work, it is recommended that the work stations are manufactured by renowned brand supplier. Depending on the offered software solutions, every computer should be equipped with two screens. This would provide clearer organisation since one screen would show the map for vehicle tracking and the other the application for call registering. It is necessary for work station to have Microsoft Windows 7 operating system. Every workstation should have UPS (uninterruptible power supply) that would ensure that dispatcher work remains uninterrupted by unstable power supply. Since it is necessary for the dispatchers’ computers to have internet access, they should also have adequate antivirus solutions installed. Below is the minimal configuration of the computer that would suit the needs of the system with average local market prices: Specification of workstations is located in Appendix 1 of this document.
It is necessary to supply two workstations with suggested minimal specification requirements for the needs of EMS Unit Podgorica.

In order to print registry forms on pre-printed indigo papers it is necessary to provide dot-matrix printers. Printers have to be fast and reliable and provide for printing of three layers of indigo paper. The suggestions are models already used by banks and post offices (Specification of printer is to be found in Appendix 1 of this document). One printer would be sufficient for two dispatch work stations.

Important condition for project realisation is the existence of local computer network. Since all units of EMSI (except Podgorica Unit) are located inside Health Center facilities,  previous acquisition of local network in Health Centers for the implementation of Health Center Information System, at the same time provides network in the space occupied by EMS Unit. 

In Podgorica, besides the passive network infrastructure (cables, plugs etc.), there is Ethernet Switch that connects existing computers in the ambulance room with the network of the Health Information System. The same switch could be used for connecting computer equipment suggested in this project since it has available ports for network expansion.

D   Information system security
Purchaser wants to make sure that data stored in the Information system cannot access non-authorized face. At the minimum, all users of the application must have an individual account with username and password. These data must be protected by appropriate encryption. An important part of managing safety in the application represents the business role in the system. That will ensure that access to a certain level module in the system have only the users with corresponding business role. The system must be secured against external intrusion by using firewalls, encryption and other techniques that increase the security of systems and data. The bidder must present the Security solution for Information system.
E   Data protection requirements and availability of the information-communication system 
Data protection has to be secured in many levels. The first level is the hardware RAID 1 on the database server. This server configuration provides online creation of the backup copy of all data onto the other disc in RAID. 


Second level is network. EMSI network has to be separated VLAN because it would be using same infrastructure as the rest of the Health Information System. The server has to have Firewall protection from the rest of the network with the communication enabled only to the ports used by database.                        

The third level is database backup. System needs to ensure automatic online backup. Database need to have robust log file architecture. Backup copies have to be stored in a safe place.

Considering the importance of the work performed by the EMS Institute, the information system has to be available 24/7/365. Possible outside problems that could influence the system function such as lack of power supply should be well prevented. Server needs to have UPS to overcome power supply cuts and in case of complete lack of power supply, the building where server is situated should be equipped with electrical generating unit. Work stations in the Dispatch Centers should be equipped with UPS units. In order to avoid longer work halts it is necessary to consider supplying the minimum of two work stations for every Dispatch Center.

Since it is unreal to expect that information system works continuously without any problem the EMSI should accept the procedure that needs to be followed in cases of information system halt. Such procedure would rely on the current way of work. The registry forms would be filled manually and entered into the system once it is available.

Nevertheless, in order to improve present workflow in terms of communication between the teams and Dispatch Centers, it is necessary to plan the procurement of the radio connection for every team. Such system exists only in Podgorica and it is of great significance because radio connection is the only way of communication in certain unpredicted situations when problems with mobile operators could be expected.
APPENDIX 1 – Specification of hardware equipment
In this Appendix there is a specification for hardware needed for the first part of the project: development, installation and implementation of Information system in Emergency Unit Podgorica.

1. Equipping server room and Server for centralised database – quantity: 1 unit
Minimum requirements for the server sufficient for the system are:

Processor: Intel Xeon Quad Core

Memory: 8GB

HDD: 2x146GB, RAID1,0

Type: Rack mount 2U

Power supply: redudant

2. Operating system for the server (please specify and give the price) – quantity: 1 unit
3. UPS for server – quantity: 1 unit
Minimum requirements:

Rack mount

Smart UPS (mush have a possibility for controlling and logging)

900W output power

4. Client workstation – quantity: 2 units
Specification for 1 unit

	No.
	Item
	Minimum requirements:


	Qty

	1
	Computer
	Processor: Dual-Core Processor

Operating system: Genuine Windows® 7 Professional 32 or 64 bit

Memory: 2 GB 1333 MHz DDR3 

HDD: 320GB 7200 rpm SATA 

DVD: SATA DVD Writer

Slots: 1 low-profile PCI, 1 low-profile PCIe x16, 2 low-profile PCIe x1

Network: 10/100/1000 ethernet

Graphic module: support for two displays
	1

	2
	Monitor
	Size: 22“

Type: Wide 16:9

Response time: 5ms

Compatible with offered computer (VGA/DVi)
	2

	3
	UPS
	Output power: 800VA 

Type: tower
	1 

	4
	Antivirus
	Antivirus software
	1


5. Dot-matrix printer for dispatchers  – quantity: 1 unit
Minimum requirements:

Print method: 24 pin dot matrix

Print direction: bi-direction

Interface: USB

Copy capability: 1+3 (original plus three copies)

Support for paper insertion: Manual Insertion; Front in, Front out / Front in, Rear out

Barcode printing support: EAN13, Code 39, Code 128

Print speed: 300cps (character per second)
6. Network storage for dispatch center – quantity: 1 unit
Minimum requirements:

2 x 1TB HDD

Connectivity: 10/100/1000 Ethernet, USB

Data protection: support for RAID 1,0
APPENDIX 2 – Short software specification
Functional requirements

In this appendix there is a table with short listed functional requirements from this document that information system needs to have. 

	No
	Description

	1
	Centralised database for every Emergency Unit in Montenegro

	
	Phone calls receiving and processing

	2
	System has to have possibility of incoming call identification and automatic registry of the incoming call number in the application.

	3
	It is necessary to have a list of active calls inside the application (provided there are more than one) which would allow dispatcher to click on the call he or she wants to answer

	5
	Call recording would start in the moment dispatcher answers the call

	6
	Calls will be recorded to the local storage drive 

	7
	If the dispatcher establishes the misuse he should register it in the system as undesirable and the system would ask for explanation. According to this information the system would be able to automatically block undesirable number and thus free the line for other calls. It is possible to limit the time periods of number blockade.

	8
	System should detect repeated calls from the same phone number and offer dispatcher to copy information from previous call registration.

	
	Subsystem for Emergency vehicles GPS tracking

	9
	GPS/GSM device would be installed on the vehicle and it would transmit the information about vehicle to the dispatch system providing it with the possibility to control certain functions of the vehicle. This project demands device capable of sending the following information:

· current location of the vehicle (GPS technology) 

· average speed

· whether vehicle engine is running or not

· whether vehicle is moving or not

· interval of information update to the central system 12 seconds.



	10
	System must have vectorized map o Montenegro with street names in every city

	11
	System must have possibility to control the map by zooming



	12
	System must have possibility to define points of interest and reporting about the frequency of visiting them in certain time intervals



	13
	Marking the vehicles on map with official names of the teams

	14
	Colour marking available and teams that performs duty

	15
	Possibility to control view of the vehicles that belong to other emergency Unit (showing/not showing)

	16
	Possibility for a dispatcher to search address by typing text in the form (e.g. the possibility of searching powered by Google Maps or the vectored map of Montenegro that contains vectored streets)

	17
	System must have a list of available vehicles sorted by the distance from the requested target address

	18
	System must have possibility to use a Map as the background for moving vehicle

	19
	Integration with the system for call registry.

	
	Subsystem for call and interventions registry

	20
	When receiving a call it is necessary that application identifies the called number.

	21
	List of priority levels for calls must be clearly visible and available in any moment of conversation with patient

	22
	After the priority level determination, dispatcher has to assign the call for intervention to the team by simple selection of the available teams inside the application

	23
	When dispatcher selects a team that would perform intervention on patient's location it is necessary that application automatically sends SMS message to the selected team (to the specified number assigned to the team)

	24
	System must have user friendly registry form that dispatcher fills out during the conversation with patient

	25
	Printing of registration form on pre-printed paper form on dot-matrix printer

	26
	Interlink filled registration form with recorded conversation file

	27
	User friendly search option for specific call registration information by parameters: patient phone number, patient name, time of call (between), address  

	28
	System must have segment for inserting additional statistical information

	29
	Updating of the status of teams on the field 

	
	System security

	30
	System must have restricted access controlled by User accounts and groups of accounts

	31
	System must have “control panel” for assigning access rights to User accounts   

	
	Reporting system

	32
	Reports must have an option for export data into spread sheet file

	33
	Reports must be parameterized  

	34
	Initial system must have reports about: call list, medical information, common reports, type of emergency situation, vehicle tracking


IV  TIME FRAME:
In the offer, the bidder has to state his time frame according the following deadlines. Based on the previous specifications the project will be performed in the following phases:

•
Phase 1:  Inception Report – The Supplier will give comments on system design provided in this document. The Supplier also gives the recommendations for design improvement. As the part of Inception Report, the Supplier will also present the Detailed Project Plan for the system implementation, which shall be subject to the Purchaser’s approval. – 2 weeks

•
Phase 2:  Detailed System Analysis and Design – shall be performed by the Supplier in close cooperation with the client. The final design of the system (database design, system logic, interface, graphical design etc.) in the form of documented Detailed System Design shall be provided by the Supplier. No software construction can start prior to Detailed System Design. In addition, the Purchaser is not obliged to purchase detailed specification if the amount exceeds available Project budget - 4 weeks

•
Phase 3: System Development – The Supplier develops the system according to the agreed Detailed System Design that can be implemented within Project resources. The Purchaser and the Client support the process continuously. – 6 weeks

•
Phase 4: Hardware procurement, installation and configuration (it could be parallel job with Phase 3)

•
Phase 5: Testing and Implementation – Code verification, security and quality checks on local and remote locations. The input of initial content of databases will be done during this phase.  The Supplier will be responsible for the correct input of initial set of codes, classifications and other configuration data.  – 2 weeks

•
Phase 6: Training users and ICT Associate (in using hardware and software and in maintenance) – 2 weeks

•
Phase 7: Acceptance Test – The Purchaser will perform the acceptance tests, and the Supplier will provide technical support for that.  – 1 week

Previously specified development phases will not necessarily occur sequentially - overlapping of some phases is possible and encouraged. 

Also, previously specified development phases are tentative and the Supplier is encouraged to develop and propose more detailed development plans, as part of its proposal, but also later on, during the development of the Inception Report and at the end of the Phase 2, in accordance to the realistic status of development process. 

Please note that the maximum period to complete the project is 6 months from signing the contract.
V   Demands for bidders’ offer content

Bidders are expected to meet the following requirements:

· Develop, test and install Information system 

· Install all hardware equipment according to project demands

· Perform user training for the new system, including training for ICT Associate in charge of its maintenance
· Maintain the system in warranty period and minimum 3 years after the warranty period
Bidders must accept that maximum expected completion time for the project is 6 months. 

In their offers bidders must include detailed description of the following components:

· Project solution in which the bidder specifically indicates how and with what resources he plans to meet the requirements, objectives, structure and timing of execution of work in accordance with functional and non-fictional demands from this document

· Price for the realization of development and implementation of the part of the ICT System for Dispatch Center at EMS Unit Podgorica:

· Development of information system

· Equipping server room and installation of server and all centralised components of the system (Operating system, RDBMS, ...)

· Specific hardware components that will be needed according to the functional requirements (needed for call processing and recording and GPS vehicle tracking), which is not already specified in Appendix 1  (only for implementation of the system at Emergency Unit Podgorica)

· System implementation and user training, including training for ICT Associate in charge of its maintenance in Emergency Unit Podgorica (max 12 users)

· All licences needed according to the submitted project solution

· Deadline for completion of the project
· Warranty period and details for maintenance of information system solution that is the subject of this Request for Proposal within and after the warranty period
· Bidders’ offer must contain part with price and conditions for implementation of Information system in all other Emergency Units in Montenegro expressed as unit price per dispatcher.
VI   ELIGIBILITY REQUIREMENTS FOR BIDDERS
1. References of the Offeror
Offeror is required to possess a valid license from the field relevant for this ToR. 
a. General qualifications of the Offeror

· Offeror should be an established firm with an experience of at least five years in development and implementation of ICT systems;
b. Specific experience relevant to the assignment of the firm

· The firm should have demonstrated experience in development, implementation and maintenance of ICT systems in Montenegro or Western Balkans Region, and successfully completed at least 3 relevant projects in the last 3 years.
· Firm experience in implementation of projects financed by UNDP will be an advantage.
· The bidder in his offer must include local technical support which would be available during the course of the whole project and warranty period and minimum 3 years after the warranty period.
· Hardware – Offerors are obliged to offer all hardware components that would be required for project realization.
· The offer should contain relevant quality certificates and attests according to standards.
· Terms of Delivery: DAT Zetatrans, Cemovsko polje bb, Podgorica, Montenegro Incoterms® 2010
2. Personnel 

Offeror should state availability of the following key staff:

-Responsible ICT system developer, with professional and/or academic experience in development and implementation of ICT systems, with at least 5 years of relevant experience on similar tasks. Knowledge of local language is a must.
-Responsible ICT system implementation manager, with professional and/or academic experience in development and implementation of ICT systems, with at least 5 years of relevant experience on similar tasks. Knowledge of local language is a must.

-Other experts: ICT engineers, with at least 3 years of relevant experience on similar tasks. Knowledge of local language is a must.

VII   LANGUAGE OF THE PROJECT: Development and implementation of Emergency Medical Service (EMS) ICT system
It is requested the Development and implementation of Emergency Medical Service (EMS) ICT system to be delivered in local language, including software and all documentation. 
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PROPOSAL SUBMISSION FORM
Dear Sir / Madam,
Having examined the Solicitation Documents, the receipt of which is hereby duly acknowledged, we, the undersigned, offer to deliver products and provide professional services for the sum as may be ascertained in accordance with the Price Schedule attached herewith and made part of this Proposal.

We undertake, if our Proposal is accepted, to commence and complete delivery of all products and services specified in the contract within the time frame stipulated.

We agree to abide by this Proposal for a period of 60 days from the date fixed for opening of

Proposals in the Invitation for Proposal, and it shall remain binding upon us and may be accepted at any time before the expiration of that period.
We understand that you are not bound to accept any Proposal you may receive.
Dated this day /month / year




E. Signature

(In the capacity of)

Duly authorised to sign Proposal for and on behalf of

Annex V
PRICE SCHEDULE
The Contractor is asked to prepare the Price Schedule as a separate envelope from the rest of the RFP response as indicated in Section D paragraph 14 (b) of the Instruction to Offerors.
All prices/rates quoted must be exclusive of all taxes, since the UNDP is exempt from taxes as detailed in Section II, Clause 18. ’
The Price Schedule must provide a detailed cost breakdown. Provide separate figures for each functional grouping or category.
Estimates for cost-reimbursable items, if any, such as travel, and out of pocket expenses should be listed separately.
In case of an equipment component to the service provided, the Price Schedule should include figures for both purchase and lease/rent options. The UNDP reserves the option to either lease/rent or purchase outright the equipment through the Contractor.
The format shown on the following pages should be used in preparing the price schedule. The format includes specific expenditures, which may or may not be required or applicable but are indicated to serve as examples.

Price Schedule:

	Description of Activity/Item
	Price including delivery (DAT Zetatrans, Cemovsko polje bb, Podgorica, Montenegro Incoterms® 2010)

	1
	Software development
	

	2
	Hardware as per specs in the TOR
	

	3
	local support
	

	
	TOTAL
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