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BIDDING DOCUMENT FOR PROCUREMENT OF GOODS AND RELATED SERVICES
Summary 

PART 1 – BIDDING PROCEDURES

Section I.
Instructions to Bidders (ITB)

This Section provides information to help Bidders prepare their bids.  Information is also provided on the submission, opening, and evaluation of bids and on the award of Contracts.  Section I contains provisions that are to be used without modification.
Section II.
Bid Data Sheet (BDS)

This Section includes provisions that are specific to each procurement and that supplement Section I, Instructions to Bidders.  

Section III.
Evaluation and Qualification Criteria

This Section specifies the criteria to be used to determine the lowest evaluated bid, and the Bidder’s qualification requirements to perform the contract.
Section IV.
 Bidding Forms

This Section includes the forms to be submitted with the Bid namely: the bid form, Price Schedules, Bid Security, the Manufacturer’s Authorization, etc.

PART 2 – SUPPLY REQUIREMENTS

Section V.
Supply Requirements
This Section includes the List of Goods and Related Services, the Delivery and Completion Schedules, the Technical Specifications and the Drawings that describe the Goods and Related Services to be procured.

PART 3 – CONTRACT

Section VI.
General Conditions of Contract (GCC)

This Section includes the general clauses to be applied in all contracts.  The text of the clauses in this Section shall not be modified.  

Section VII.
Special Conditions of Contract (SCC)

This Section includes clauses specific to each contract that modify or supplement Section VI, General Conditions of Contract.

Section VIII:
Contract Forms

This Section includes the form for the Agreement, which, once completed, incorporates corrections or modifications to the accepted bid that are permitted under the Instructions to Bidders, the General Conditions of Contract, and the Special Conditions of Contract.

The forms for Performance Security, when required, shall only be completed by the successful Bidder after contract award. 

Table of Contents

ii PREFACE

Summary
iii
PART 1 – Bidding Procedures
7
Tender Notice (TN) / Invitation for Bids (IFB)
7
Section I. Instructions to bidders, Bid Data Sheet (BDS)
29
A.
General
29
B.
Contents of Bidding Documents
29
C.
Preparation of Bids
30
D.
Submission and Opening of Bids
31
E.
Evaluation and Comparison of Bids
32
F.
Award of Contract
33
Section II.
Bid Data Sheet (BDS)………………………………………………………29
Section III.  Evaluation and Qualification Criteria
34
1. Domestic Preference (ITB 33)
35
1. Domestic Preference (ITB 33)
35
2. Evaluation Criteria (ITB 34.3 (d))
35
3. Multiple Contracts (ITB 34.6)
37
4. Postqualification Requirements (ITB 36.2)
38
Section IV.  Bidding Forms
39
Bidder Information Form
40
Joint Venture (JV) Partner Information Form
42
Bid Submission Form
43
Price Schedule Forms
45
Price Schedule: Goods Manufactured Outside Rwanda, to be imported
46
Price Schedule: Goods Manufactured Outside Rwanda, already imported
47
Price Schedule: Goods Manufactured in Rwanda
48
Price and Completion Schedule - Related Services
49
Bid Security (Bank Guarantee)
51
Manufacturer’s Authorization
52
PART 2 – Supplying Requirements
53
Section V.  Supply Requirements
53
Notes for Preparing the Schedule of Requirements
53
1.
List of Goods and Delivery Schedule
54
2.
List of Related Services and Completion Schedule
55
3.
Technical Specifications
57
4.
Drawings
59
5.
Inspections and Tests
.
PART 3 - Contract
60
Section VI.  General Conditions of Contract
62
Section VII.  Special Conditions of Contract
80
Section VIII.  Contract Forms
87


PART 1 – Bidding Procedures

INVITATION FOR BIDS 
TITLE: ACQUISITION OF A CONTACT CENTER TO IMPROVE CUSTOMER ENGAGEMENT, COMPLAINT RESOLUTION, MULTICHANNEL SUPPORT, REGULATORY OVERSIGHT, AND CRM
FINANCING: RURA ORDINARY BUDGET 2025-2026
CLIENT: RWANDA UTILITIES REGULATORY AUTHORITY
Rwanda Utilities Regulatory Authority (RURA) hereinafter called ‘’Client” has funds towards the cost of the Acquisition of a Contact Center to improve Customer Engagement, Complaint Resolution, Multichannel Support, Regulatory Oversight, and CRM. The Client intends to apply a portion of the funds to eligible payments under the contract for which this Bidding Document is issued.
RURA now invites eligible bidders to submit bids for the above-mentioned tender as indicated in the detailed statement of requirements.

The tender document may be obtained from Umucyo e-procurement system for Rwanda (www.umucyo.gov.rw).
Bids “shall” be accompanied by a proof of payment of a non-refundable fee of ten Thousand Rwandan francs (RWF 10,000) deposited to Account titled “Rwanda Revenue Authority” opened in any commercial banks of Rwanda provided it is linked to Umucyo E-Procurement system.
A compulsory site visit is scheduled on 23/03/2026 at 10h00 at RURA Headquarter.
Bids will be accompanied by a bid security of (refer to the required amount in the UMUCYO system) and will be submitted online using the Umucyo e-procurement system for Rwanda not later than the date and time indicated in the system concerning this tender. Late bids will not be accepted by the system. Bids will be opened automatically on the date and time indicated in the system.
Invited Bidders may obtain complementary information by writing using the Umucyo e-procurement system for Rwanda not later than eleven (11) days before the fixed deadline for the submission of bids.
The bids shall remain valid for a period of 120 days starting from the submission deadline mentioned in the system.
Bidding will be conducted in accordance with the Law N° 031/2022 of 21/11/2022 governing Public Procurement.

KANYANKORE Protais 

Ag. Head of Corporate Service Department
	Section I.  Instructions to Bidders

	A. General

	1. Scope of Bid
1.1 The Procuring Entity indicated in the Bidding Data Sheet (BDS), issues these Bidding Documents for the supply of Goods and Related Services incidental thereto as specified in Section V, Schedule of Requirements. The name and identification number of this International Competitive Bidding (ICB) procurement are specified in the BDS. The name, identification, and number of lots are provided in the BDS.
1.2 Throughout these Bidding Documents:

(a)  “Client/Procuring Entity” means the agency with which the selected Bidder signs the Contract for the Services.

(b)  “Contract” means the agreement between the Procuring Entity and the successful bidder. 

(c) “Data Sheet” means such part of the Instructions to Bidders used to reflect specific assignment conditions.

(d) “Day” means calendar day.

(e) “Government” means the Government of the Republic of Rwanda.

(f) “Instructions to Bidders” (Sections I and II of the Bidding Document) means the document which provides Bidders with all information needed to prepare their Bids.

(g) “SBD” means the Standard Bidding Document, which must be used by the Client as a guide for the preparation of the Bidding Document.

(h)  “Sub-Contractor” means any person or entity with whom the Bidder subcontracts any part of the Supplies.

(i)  the “lowest – evaluated bid” means a bid which is substantially responsive and offers the lowest price.

	2. Source of Funds
The Procuring Entity (hereinafter called “Client”) specified in the BDS has received funds (hereinafter called “funds”) from the source of funds or financing agency specified in the BDS toward the cost of the project named in the BDS.  The Client intends to apply a portion of the funds to the payments under the contract for which these Bidding Documents are issued.

	3. Fraud and Corruption

a. Rwanda public procurement policy requires that all bidders, suppliers, and contractors, their subcontractors and the procuring entities representatives, observe the highest standard of ethics during the procurement and execution of such contracts.
 In pursuance of this policy, Rwanda Public Procurement Authority:

defines, for the purposes of this provision, the terms set forth below as follows:

(i) “corrupt practice”
 offering, giving, receiving or soliciting, directly or indirectly, of anything of value to influence improperly the actions of a civil servant or government entity; 
(ii) “fraudulent practice”
 means any legal violation, including acts of deliberate misrepresentation, intentional recklessness, misleading or attempting to mislead a civil servant to obtain financial or other benefit;
(iii) “collusive practice”
 an arrangement between two or more parties designed to achieve an illegal purpose, including influencing improperly the acts of another party or the civil servant;
(iv) “coercive practice”
 means any act intending to harm or threaten to harm directly or indirectly persons, their works or their property to influence their participation in the procurement process or affect its performance;

(v) “obstructive practice” is
(aa)
destroying, falsifying, altering or concealing of material evidence to the investigation or making false statements to investigators deliberately in order to materially impede investigation into allegations of a corrupt, coercive or collusive practice; and threatening, harassing or intimidating any party to prevent it from disclosing its information about matters relevant to the investigation or from pursuing the investigation;
(bb)
acts intended to materially impede the exercise of the RPPA’s inspection and audit rights provided for under sub-clause 3.1 (e) below.
will reject a proposal for award if it determines that the bidder recommended for award has, directly or through an agent, engaged in corrupt, fraudulent, collusive, coercive or obstructive practices in competing for the contract in question;

will sanction a firm or individual, including declaring ineligible, either indefinitely or for a stated period of time, to be awarded a contract if it at any time determines that the firm has, directly or through an agent, engaged in corrupt, fraudulent, collusive, coercive or obstructive practices in competing for, or in executing, a contract; and

will have the right to require that a provision be included in bidding documents and in contracts, requiring bidders, suppliers, and contractors and their sub-contractors to permit the RPPA to inspect their accounts and records and other documents relating to the bid submission and contract performance and to have them audited by auditors appointed by the RPPA.

3.2
Furthermore, Bidders shall be aware of the provision stated in Sub-Clause 3.1 of the General Conditions of Contract.

	4. Eligible Bidders
4.1 Eligible bidders for public procurement are those who deal in commercial activities and registered as businesses or those holding professional licenses or exercising any liberal profession. Other bidders eligible for public procurement are provided for in public procurement regulations.
4.2 To be eligible bidders may be required to prove that they are members of a professional body or that they abide by any other rules or procedures set by Rwanda Public Procurement Authority in collaboration with stakeholders in public procurement.
4.3 Participation is open on equal conditions to all companies or persons fulfilling the requirements herein except where:

(i) The bidder is currently blacklisted 

(ii) The bidder has been prosecuted and found guilty in court, including any appeals process on corruption charges

(iii) The bidder is bankrupt 

(iv) The Bidder has been excluded in accordance with regional or international conventions.

This criterion shall also apply to the proposed subcontractors or suppliers for any part of the Contract including Related Services. 

4.4 A Bidder shall not have a conflict of interest. All bidders found to have conflict of interest shall be disqualified. Bidders may be considered to have a conflict of interest with one or more parties in this bidding process, if they: 

(a) are or have been associated in the past, with a firm or any of its affiliates, for the preparation of the design, specifications, and other documents to be used for the procurement of the goods to be purchased under these Bidding Documents; or 

(b)
submit more than one bid in this bidding process, except for alternative offers permitted under ITB Clause 13.  However, this does not limit the participation of subcontractors in more than one bid; 

4.5 A Bidder that is under a declaration of ineligibility by the RPPA in accordance with ITB Clause 3, at the date of contract award, shall be disqualified. The list of debarred firms is available at the website specified in the BDS.

4.6 Government-owned enterprises shall be eligible only if they can establish that they (i) are legally and financially autonomous, (ii) operate under commercial law, and (iii) are not a dependent agency of the Purchaser.

4.7 Bidders shall provide such evidence of their continued eligibility satisfactory to the Purchaser, as the Procuring Entity shall reasonably request.

	5 Eligible Goods and Related Services
5.1 All the Goods and Related Services to be supplied under the Contract may have their origin in any country.

5.2 For purposes of this Clause, the term “goods” includes commodities, raw material, machinery, equipment, and industrial plants; and “related services” includes services such as insurance, installation, training, and initial maintenance.

5.3 The term “origin” means the country where the goods have been mined, grown, cultivated, produced, manufactured or processed; or, through manufacture, processing, or assembly, another commercially recognized article results that differs substantially in its basic characteristics from its components.

	B. Contents of Bidding Documents

	6 Sections of Bidding Documents

6.1 The Bidding Documents consist of Parts 1, 2, and 3, which include all the Sections indicated below, and should be read in conjunction with any Addendum issued in accordance with ITB Clause 8. Each page of the bidding document shall bear the procuring entity’s stamp.
PART 1    Bidding Procedures

· Section I. Instructions to Bidders (ITB)

· Section II. Bidding Data Sheet (BDS)

· Section III. Evaluation and Qualification Criteria

· Section IV. Bidding Forms

	PART 2   Supply Requirements

· Section V. Schedule of Requirements

PART 3   Contract

· Section VI. General Conditions of Contract (GCC)

· Section VII. Special Conditions of Contract (SCC)

· Section VIII. Contract Forms 

	6.2 The Invitation for Bids issued by the Procuring Entity is part of the Bidding Documents.

6.3 The Procuring Entity is not responsible for the incompleteness of the Bidding Documents and their addendum, if they were not obtained directly from the Purchaser.

6.4 The Bidder is expected to examine all instructions, forms, terms, and specifications in the Bidding Documents.  Failure to furnish all information or documentation required by the Bidding Documents may result in the rejection of the bid.

6.5 Administrative documents required to bidders shall refer to the Laws in force in the bidders’ home country

	7 Clarification of Bidding Documents
Any bidder may request in writing to the procuring entity, at its address mentioned in the BDS, for clarifications on the bidding document. The Procuring Entity shall respond to any request for clarification within seven (7) days from the day of its reception. The Procuring Entity shall communicate and forward, without disclosing the source of the request for clarification, to all bidders the copies of the clarifications that were given in response to the request by the Procuring Entity. Should the Procuring Entity deem it necessary to amend the Bidding Documents as a result of a clarification, it shall do so following the procedure under ITB Clause 8 and ITB Sub-Clause 24.3.



	8 Modification to the Bidding Documents
8.1 Before the deadline for submission of bids, on its own initiative or in response to bidders’ concerns, the Procuring Entity may modify the bidding document by issuing addenda.
8.2 Any addendum thus issued shall be part of the bidding document and shall be communicated and forwarded in writing to all bidders who had bought the bidding document
 and shall be made public through the communication channel that the Procuring Entity used to advertise the initial tender notice. Bidders who were given copies of addendum after they had bought the bidding document shall acknowledge receipt of each addendum in writing to the Procuring Entity.
8.3 To give prospective Bidders reasonable time in which to take an addendum into account in preparing their bids, the Procuring Entity may, at its discretion, extend the deadline for the submission of bids, pursuant to ITB Sub-Clause 24.3


	C. Preparation of Bids

	9 Cost of Bidding
The Bidder shall bear all costs associated with the preparation and submission of its bid, and the Procuring Entity shall not be responsible or liable for those costs, regardless of the conduct or outcome of the bidding process. The procuring entity shall not be liable for any consequences related to the rejection of all bids or the cancellation of the procurement proceedings due to the reasons provided for by the law on public procurement as modified and completed to date, unless it is proved that it was a consequence of its irresponsible conduct.
However, the procuring entity may charge a fee for obtaining copies of the bidding documents determined by the procurement regulations. The cost of the bidding document shall only be equivalent to the amount of money required to cover costs of its reproduction and its distribution 



	10 Language of Bid
The Bid, as well as all correspondence and documents relating to the bid exchanged by the Bidder and the Purchaser, shall be written in the language specified in the BDS.  Supporting documents and printed literature that are part of the Bid may be in another language provided they are accompanied by an accurate translation of the relevant passages into the language specified in the BDS, in which case, for purposes of interpretation of the Bid, such translation shall govern.

	11 Documents Comprising the Bid

The Bid shall comprise the following:
a) Business Registration Certificate issued by RDB to be accessed by the procuring entity through the e-procurement system for Rwanda; 

b) Valid Tax clearance certificate from RRA to be accessed by the procuring entity through the e-procurement system for Rwanda;

c) Valid Social Security Certificate from RSSB to be accessed by the procuring entity through the e-procurement system for Rwanda;
d) Bid security as indicated in the Umucyo E-procurement System;
e) Detailed description of the essential technical and performance characteristics of the goods to be supplied establishing conformity to technical specifications provided;
f) Appropriate catalogues;
g) At least two (2) certificates of good completion of similar services issued by reputable Companies/Institutions. NB: Completion certificates issued by Private Institutions shall be accepted only if they are accompanied by contracts of execution;
h) Any other information that the bidder considers important to the award process as it may be indicated in the BDS

i) In case of a Joint Venture (JV), each member of the association shall provide the documents stated in 11. (a), (b) and (c).

	12 Bid Submission Form and Price Schedules
12.1 The Bidder shall submit the Bid Submission Form using the form furnished in Section IV, Bidding Forms.  This form must be completed without any alterations to its format, and no substitutes shall be accepted.  All blank spaces shall be filled in with the information requested.

12.2 The Bidder shall submit the Price Schedules for Goods and Related Services, according to their origin as appropriate, using the forms furnished in Section IV, Bidding Forms

	13 Alternative Bids
Unless otherwise specified in the BDS, alternative bids shall not be considered.

	14 Bid Prices and Discounts
14.1 The prices and discounts quoted by the Bidder in the Bid Submission Form and in the Price Schedules shall conform to the requirements specified below.

14.2 All lots and items must be listed and priced separately in the Price Schedules. 

14.3 The price to be quoted in the Bid Submission Form shall be the total price of the bid, excluding any discounts offered. 

14.4 The Bidder shall quote any unconditional discounts and indicate the method for their application in the Bid Submission Form.

14.5 The INCOTERMS to be used shall be governed by the rules prescribed in the current edition, published by The International Chamber of Commerce, as specified in the BDS.
14.6 Prices shall be quoted as specified in each Price Schedule included in Section IV, Bidding Forms. The dis-aggregation of price components is required solely for the purpose of facilitating the comparison of bids by the Procuring Entity.  This shall not in any way limit the Procuring Entity’s right to contract on any of the terms offered. In quoting prices, the Bidder shall be free to use transportation through carriers registered in any country. Similarly, the Bidder may obtain insurance services from any country.  Prices shall be entered in the following manner:

(a) For Goods manufactured in Rwanda:

(i)
the price of the Goods quoted EXW (ex works, ex factory, ex warehouse, ex showroom, or off-the-shelf, as applicable), including all customs duties and sales and other taxes already paid or payable on the components and raw material used in the manufacture or assembly of the Goods; 

(ii)
any Rwandan sales tax and other taxes which will be payable on the Goods if the contract is awarded to the Bidder; and

(iii)
the price for inland transportation, insurance, and other local services required to convey the Goods to their final destination (Project Site) specified in the BDS.
(b) For Goods manufactured outside Rwanda, to be imported:

(i) the price of the Goods, quoted CIP named place of destination, in Rwanda, or CIF named port of destination, as specified in the BDS;  

(ii) the price for inland transportation, insurance, and other local services required to convey the Goods from the named place of destination to their final destination (Project Site) specified in the BDS;
(iii)  in addition to the CIP prices specified in (b)(i) above, the price of the Goods to be imported may be quoted FCA (named place of destination) or CPT (named place of destination), if so specified in the BDS;
(c) For Goods manufactured outside Rwanda, already imported: 

[For previously imported Goods, the quoted price shall be distinguishable from the original import value of these Goods declared to customs and shall include any rebate or mark-up of the local agent or representative and all local costs except import duties and taxes, which have been and/or have to be paid by the Purchaser. For clarity the bidders are asked to quote the price including import duties, and additionally to provide the import duties and the price net of import duties which is the difference of those values.]
(i) the price of the Goods, including the original import value of the Goods; plus any mark-up (or rebate); plus any other related local cost, and custom duties and other import taxes already paid or to be paid on the Goods already imported.

(ii) the custom duties and other import taxes already paid (need to be supported with documentary evidence) or to be paid on the Goods already imported; 

(iii) the price of the Goods, obtained as the difference between (i) and (ii) above;

(iv) any Rwandan sales and other taxes which will be payable on the Goods if the contract is awarded to the Bidder; and 

(v) the price for inland transportation, insurance, and other local services required to convey the Goods from the named place of destination to their final destination (Project Site) specified in the BDS.
(d) for Related Services, other than inland transportation and other services required to convey the Goods to their final destination, whenever such Related Services are specified in the Schedule of Requirements:

(i) the price of each item comprising the Related Services (inclusive of any applicable taxes). 

14.7 Prices quoted by the Bidder shall be fixed during the Bidder’s performance of the Contract and not subject to variation on any account, unless otherwise specified in the BDS.  A Bid submitted with an adjustable price quotation shall be treated as non-responsive and shall be rejected, pursuant to ITB Clause 30.  However, if in accordance with the BDS, prices quoted by the Bidder shall be subject to adjustment during the performance of the Contract, a bid submitted with a fixed price quotation shall not be rejected, but the price adjustment shall be treated as zero.

14.8 If so indicated in ITB Sub-Clause 1.1, bids are being invited for individual contracts (lots) or for any combination of contracts (packages).  Unless otherwise indicated in the BDS, prices quoted shall correspond to 100 % of the items specified for each lot and to 100% of the quantities specified for each item of a lot.  Bidders wishing to offer any price reduction (discount) for the award of more than one Contract shall specify the applicable price reduction in accordance with ITB Sub-Clause 14.4 provided the bids for all lots are submitted and opened at the same time.

	15 Currencies of Bid
15.1 The Bidder shall quote in Rwandan Francs the portion of the bid price that corresponds to expenditures incurred in Rwanda Francs, unless otherwise specified in the BDS.
15.2 The Bidder may express the bid price in any freely convertible currency.  If the Bidder wishes to be paid in a combination of amounts in different currencies, it may quote its price accordingly but shall use no more than two currencies in addition to the Rwanda Francs. 

15.3 The rates of exchange to be used by the Bidder in arriving at the local currency equivalent and the percentages mentioned in para. 15.1 above shall be the selling rates for similar transactions established by Central Bank or any other authority specified in the BDS prevailing on the deadline for submission of bids or on any other date specified in the bidding document. These exchange rates shall apply for all payments so that no exchange risk shall be borne by the Bidder.  If the Bidder uses other rates of exchange, the provisions of ITB Clause 26.1 shall apply; in any case, payments shall be computed using the rates quoted in the Bid.

	16 Documents Establishing the Conformity of the Goods and Related Services
16.1  To establish the conformity of the Goods and Related Services to the Bidding Documents, the Bidder shall furnish as part of its Bid the documentary evidence that the Goods conform to the technical specifications and standards specified in Section V, Schedule of Requirements.

16.2 The documentary evidence may be in the form of literature, drawings or data, and shall consist of a detailed item by item description of the essential technical and performance characteristics of the Goods and Related Services, demonstrating substantial responsiveness of the Goods and Related Services to the technical specification, and if applicable, a statement of deviations and exceptions to the provisions of the Schedule of Requirements.

16.3 The Bidder shall also furnish a list giving full particulars, including available sources and current prices of spare parts, special tools, etc., necessary for the proper and continuing functioning of the Goods during the period specified in the BDS following commencement of the use of the goods by the Procuring Entity.

16.4 Standards for workmanship, process, material, and equipment, as well as references to brand names or catalogue numbers specified by the Procuring Entity in the Schedule of Requirements, are intended to be descriptive only and not restrictive.  The Bidder may offer other standards of quality, brand names, and/or catalogue numbers, provided that it demonstrates, to the Procuring Entity’s satisfaction, that the substitutions ensure substantial equivalence or are superior to those specified in the Schedule of Requirements.

	17 Documents Establishing the Qualifications of the Bidder
The documentary evidence of the Bidder’s qualifications to perform the contract if its bid is accepted shall establish to the Procuring Entity’s satisfaction: 

(a)
that, if required in the BDS, a Bidder that does not manufacture or produce the Goods it offers to supply shall submit the Manufacturer’s Authorization using the form included in Section IV, Bidding Forms to demonstrate that it has been duly authorized by the manufacturer or producer of the Goods to supply these Goods in Rwanda;
(b) that, if required in the BDS, in case of a Bidder not doing business within Rwanda, the Bidder is or will be (if awarded the contract) represented by an Agent in Rwanda equipped and able to carry out the Supplier’s maintenance, repair and spare parts-stocking obligations prescribed in the Conditions of Contract and/or Technical Specifications; and

(c) that the Bidder meets each of the qualification criterion specified in Section III, Evaluation and Qualification Criteria.

	18 Bids Validity Period
18.1 Bids shall remain valid for the period specified in the BDS after the bid submission deadline date prescribed by the Purchaser.  A bid valid for a shorter period shall be rejected by the Procuring Entity as non-responsive.

18.2 In exceptional circumstances, prior to the expiration of the bid validity period, the Procuring Entity may request bidders to extend the period of validity of their bids. The request and the responses shall be made in writing. If a Bid Security is requested in accordance with ITB Clause 19, it shall also be extended for a corresponding period. A Bidder may refuse the request without forfeiting its Bid Security. 

	21 Bid Security

21.2 The Bidder shall furnish as part of its bid, a Bid Security, if required, as specified in the BDS. 

21.3 The Bid Security shall be in the amount specified in the BDS and denominated in Rwanda Francs or a freely convertible currency, and shall:

(a) at the bidder’s option, be in the form of either a guarantee from a banking institution or another authorized financial institution; 

(b) be issued by a reputable institution selected by the bidder and located in any country. If the financial institution, other than a bank, issuing the guarantee is located outside Rwanda, it shall have a correspondent financial institution located in Rwanda to make it enforceable.
(c) be substantially in accordance with one of the forms of Bid Security included in Section IV, Bidding Forms, or other form approved by the Procuring Entity prior to bid submission;

(d) be payable promptly upon written demand by the Procuring Entity in case the conditions listed in ITB Clause 19.5 are invoked;

(e) be submitted in its original form; copies will not be accepted;

(f) remain valid for a period of 28 days beyond the validity period of the bids, as extended, if applicable, in accordance with ITB Clause 18.2;  

21.4 If a Bid Security is required in accordance with ITB Sub-Clause 19.1, any bid not accompanied by a substantially responsive Bid Security in accordance with ITB Sub-Clause 19.1, shall be rejected by the Procuring Entity as non-responsive.

21.5 A bid security issued by a local institution to guarantee a bid that was sent by a foreign bidder from his/her country before the bid submission deadline, may be presented on the opening date and shall be considered as part of that bid
21.6 The Bid Security of unsuccessful Bidders shall be returned as promptly as possible upon the successful Bidder’s furnishing of the Performance Security pursuant to ITB Clause 42.

21.7 The Bid Security may be forfeited executed:

(a) if a Bidder withdraws its bid during the period of bid validity specified by the Bidder on the Bid Submission Form, except as provided in ITB Sub-Clause 18.2; or

(b) if the successful Bidder fails to: 

(i) sign the Contract in accordance with ITB Clause 41; 

(ii) furnish a Performance Security in accordance with ITB Clause 42;

(c) if the successful Bidder refuses corrections of its financial offer.

21.8 The Bid Security of a Joint Venture (JV) must be in the name of the JV that submits the bid. 

21.9 If a bid security is not required in the BDS, and

21.10 if a Bidder withdraws its bid during the period of bid validity specified by the Bidder on the Letter of Bid Form, except as provided in ITB 18.2, or

21.11 if the successful Bidder fails to: sign the Contract in accordance with ITB 41; or furnish a performance security in accordance with ITB 42;

The Procuring Entity may, ask the RPPA to declare the Bidder disqualified to be awarded a contract for a period of time pursuant to the law on public procurement.

	19 Format and Signing of Bid

19.1 The Bidder shall prepare one original of the documents comprising the bid as described in ITB Clause 11 and clearly mark it “Original.”  In addition, the Bidder shall submit copies of the bid, in the number specified in the BDS and clearly mark them “Copy.”  In the event of any discrepancy between the original and the copies, the original shall prevail.   

19.2 The original and all copies of the bid shall be typed in indelible ink, stamped and signed by a person duly authorized to sign on behalf of the Bidder.

19.3 Any interlineation, erasures, or overwriting shall be valid only if they are signed or initialled by the person signing the Bid.


	D. Submission and Opening of Bids

	20 Submission, Sealing and Marking of Bids

20.1 Bidders may always submit their bids by mail or by hand. 

Bidders submitting bids by mail or by hand, shall enclose the original and each copy of the Bid, including alternative bids, if permitted in accordance with ITB Clause 13, in separate sealed envelopes, duly marking the envelopes as “Original” and “Copy.”  These envelopes containing the original and the copies shall then be enclosed in one single envelope. The rest of the procedure shall be in accordance with ITB sub-Clauses 21.2 and 21.3.

20.2 The envelopes containing the original and the copies shall be enclosed in one single envelope:
(a) The inner envelopes shall bear the name and address of the Bidder;

(b) The outer envelopes must be anonymous and be addressed to the Procuring Entity in accordance with ITB Sub-Clause 22.1; and

(c) The outer envelopes must bear the specific identification of this bidding process indicated in ITB 1.1 and any additional identification marks as specified in the BDS; and

(d) bear a warning not to open before the time and date for bid opening, in accordance with ITB Sub-Clause 25.1
20.3 If all envelopes are not sealed and marked as required, the Procuring Entity will assume no responsibility for the misplacement or premature opening of the bid.

	21 Deadline for Submission of Bids
21.1 Bids must be received by the Procuring Entity at the address and no later than the date and time specified in the BDS.
21.2 The Procuring Entity may, at its discretion, extend the deadline for the submission of bids by amending the Bidding Documents in accordance with ITB Clause 8, in which case all rights and obligations of the Procuring Entity and Bidders previously subject to the deadline shall thereafter be subject to the deadline as extended.

	22 Late Bids
The Procuring Entity shall not consider any bid that arrives after the deadline for submission of bids, in accordance with ITB Clause 22.  Any bid received by the Procuring Entity after the deadline for submission of bids shall be declared late, rejected, and returned unopened to the Bidder.



	23 Withdrawal, Substitution, and Modification of Bids
23.1 A Bidder may withdraw, substitute, or modify its Bid after it has been submitted by sending a written notice in accordance with ITB Clause 21, duly signed by an authorized representative, and shall include a copy of the authorization (the power of attorney) in accordance with ITB Sub-Clause 20.2, (except that no copies of the withdrawal notice are required). The corresponding substitution or modification of the bid must accompany the respective written notice.  All notices must be:

(a) submitted in accordance with ITB Clauses 20 and 21 (except that withdrawal notices do not require copies), and in addition, the respective envelopes shall be clearly marked “Withdrawal,” “Substitution,” or “Modification;” and

(b) received by the Procuring Entity prior to the deadline prescribed for submission of bids, in accordance with ITB Clause 22.

23.2 Bids requested to be withdrawn in accordance with ITB Sub-Clause 24.1 shall be returned unopened to the Bidders.

23.3 No bid may be withdrawn, substituted, or modified in the interval between the deadline for submission of bids and the expiration of the period of bid validity specified by the Bidder on the Bid Submission Form or any extension thereof. 

	24 Bid Opening
24.1 The Procuring Entity shall conduct the bid opening in public at the address, date and time specified in the BDS.  

24.2 Only envelopes that are opened and read out at Bid opening shall be considered further.

24.3 All other envelopes shall be opened one at a time, reading out: the name of the Bidder and whether there is a modification; the Bid Prices, including any discounts and alternative offers; the presence of a Bid Security or Bid-Securing Declaration, if required; and any other details as the Procuring Entity may consider appropriate.  Only discounts and alternative offers read out at Bid opening shall be considered for evaluation.  No Bid shall be rejected at Bid opening except for late bids, in accordance with ITB Sub-Clause 23.

24.4 The Procuring Entity shall prepare a record of the Bid opening that shall include, as a minimum: the name of the Bidder and whether there is a withdrawal, substitution, or modification; the Bid Price, per lot if applicable, including any discounts, and alternative offers if they were permitted; and the presence or absence of a Bid Security, if one was required.  The Bidders’ representatives who are present shall be requested to sign the attendance sheet.  A copy of the record shall be distributed to all Bidders who submitted bids in time, and posted online when electronic bidding is permitted.

	E. Evaluation and Comparison of Bids

	25 Confidentiality
25.1 Information relating to the examination, evaluation, comparison, and post-qualification of bids, and recommendation of contract award, shall not be disclosed to bidders or any other persons not officially concerned with such process until publication of the Contract Award.

25.2 Any effort by a Bidder to influence the Procuring Entity in the examination, evaluation, comparison, and post-qualification of the bids or contract award decisions may result in the rejection of its Bid.

25.3 Notwithstanding ITB Sub-Clause 26.2, from the time of bid opening to the time of Contract Award, if any Bidder wishes to contact the Procuring Entity on any matter related to the bidding process, it should do so in writing.

	26 Clarification of Bids
To assist in the examination, evaluation, comparison and post-qualification of the bids, the Procuring Entity may, at its discretion, ask any Bidder for a clarification of its Bid.  Any clarification submitted by a Bidder in respect to its Bid and that is not in response to a request by the Procuring Entity shall not be considered.  The Procuring Entity’s request for clarification and the response shall be in writing. No change in the prices or substance of the Bid shall be sought, offered, or permitted, except to confirm the correction of arithmetic errors discovered by the Procuring Entity in the Evaluation of the bids, in accordance with ITB Clause 29. At his/her own initiative, a bidder may provide clarifications on his/her bid but which shall not change its price or substance.



	27 Responsiveness of Bids
27.1 The Procuring Entity’s determination of a bid’s responsiveness is to be based on the contents of the bid itself. 

27.2 A substantially responsive Bid is one that conforms to all the terms, conditions, and specifications of the Bidding Documents without material deviation, reservation, or omission.  A material deviation, reservation, or omission is one that:

27.2.1 affects in any substantial way the scope, quality, or performance of the Goods and Related Services specified in the Contract; or

27.2.2 limits in any substantial way, inconsistent with the Bidding Documents, the Procuring Entity’s rights or the Bidder’s obligations under the Contract; or

27.2.3 if rectified would unfairly affect the competitive position of other bidders presenting substantially responsive bids.

27.3  If a bid is not substantially responsive to the Bidding Documents, it shall be rejected by the Procuring Entity and may not subsequently be made responsive by the Bidder by correction of the material deviation, reservation, or omission.



	28 Non-conformities, Errors, and Omissions
28.1 Provided that a Bid is substantially responsive, the Procuring Entity may waive any non-conformities or omissions in the Bid that do not constitute a material deviation.
28.2 Provided that a bid is substantially responsive, the Procuring Entity may request that the Bidder submit the necessary information or documentation, within a reasonable period of time, to rectify nonmaterial nonconformities or omissions in the bid related to documentation requirements.  Such omission shall not be related to any aspect of the price of the Bid.  Failure of the Bidder to comply with the request may result in the rejection of its Bid.

28.3 Provided that the Bid is substantially responsive, the Procuring Entity shall correct arithmetical errors on the following basis:

(a) if there is a discrepancy between the unit price and the line item total that is obtained by multiplying the unit price by the quantity, the unit price shall prevail and the line item total shall be corrected, unless in the opinion of the Procuring Entity there is an obvious misplacement of the decimal point in the unit price, in which case the line item total as quoted shall govern and the unit price shall be corrected;

(b) if there is an error in a total corresponding to the addition or subtraction of subtotals, the subtotals shall prevail and the total shall be corrected; and

(c) if there is a discrepancy between words and figures, the amount in words shall prevail, unless the amount expressed in words is related to an arithmetic error, in which case the amount in figures shall prevail subject to (a) and (b) above.

28.4 If the Bidder that submitted the lowest evaluated Bid does not accept the correction of errors, its Bid shall be rejected.

	29 Preliminary Examination of Bids

29.1 The Procuring Entity shall examine the bids to confirm that all documents and technical documentation requested in ITB Clause 11 have been provided, and to determine the completeness of each document submitted.

29.2 The Procuring Entity shall confirm that the following documents and information have been provided in the Bid.  If any of these documents or information is missing, the offer shall be rejected.

(a) Bid Submission Form, in accordance with ITB Sub-Clause 12.1;

(b) Price Schedules, in accordance with ITB Sub-Clause 12.2;

(c) Bid Security, in accordance with ITB Clause 19, if applicable. 

	30 Examination of Terms and Conditions; Technical Evaluation
The Procuring Entity shall examine the Bid to confirm that all terms and conditions specified in the GCC and the SCC have been accepted by the Bidder without any material deviation or reservation.

The Procuring Entity shall evaluate the technical aspects of the Bid submitted in accordance with ITB Clause 16 and 17, to confirm that all requirements specified in Section 6, Schedule of Requirements of the Bidding Documents have been met without any material deviation or reservation.

If, after the examination of the terms and conditions and the technical evaluation, the Procuring Entity determines that the Bid is not substantially responsive in accordance with ITB Clause 28, it shall reject the Bid.

	31 Conversion to Single Currency
For evaluation and comparison purposes, the Procuring Entity shall convert all bid prices expressed in amounts in various currencies into an amount in a single currency specified in the BDS, using the selling exchange rates established by the source and on the date specified in the BDS.

	32 Domestic Preference
Domestic preference shall not be a factor in bid evaluation, unless otherwise specified in the BDS. 

	33 Evaluation of Bids
33.1 The Procuring Entity shall evaluate each bid that has been determined, up to this stage of the evaluation, to be substantially responsive.

33.2 To evaluate a Bid, the Procuring Entity shall only use all the factors, methodologies and criteria defined in ITB Clause 34.  No other criteria or methodology shall be permitted.

33.3 To evaluate a Bid, the Procuring Entity shall consider the following:

(a) evaluation will be done for Items or Lots, as specified in the BDS; and the Bid Price as quoted in accordance with clause 12;

(b) price adjustment for correction of arithmetic errors in accordance with ITB Sub-Clause 29.3;

(c) price adjustment due to discounts offered in accordance with ITB Sub-Clause 14.4;

(d) adjustments due to the application of the evaluation criteria specified in the BDS from amongst those set out in Section III, Evaluation and Qualification Criteria;

(e) adjustments due to the application of a margin of preference, in accordance with ITB Clause 33 if applicable.

33.4 The Procuring Entity’s evaluation of a bid will exclude and not take into account:

(a) In the case of Goods manufactured in Rwanda, sales and other similar taxes, which will be payable on the goods if a contract is awarded to the Bidder;

(b) in the case of Goods manufactured outside Rwanda, already imported or to be imported, customs duties and other import taxes levied on the imported Good, sales and other similar taxes, which will be payable on the Goods if the contract is awarded to the Bidder; 

(c) any allowance for price adjustment during the period of execution of the contract, if provided in the bid.

33.5 The Procuring Entity’s evaluation of a bid may require the consideration of other factors, in addition to the Bid Price quoted in accordance with ITB Clause 14.  These factors may be related to the characteristics, performance, and terms and conditions of purchase of the Goods and Related Services.  The effect of the factors selected, if any, shall be expressed in monetary terms to facilitate comparison of bids, unless otherwise specified in Section III, Evaluation and Qualification Criteria.  The factors, methodologies and criteria to be used shall be as specified in ITB 36.3 (d).

33.6 If so specified in the BDS, these Bidding Documents shall allow Bidders to quote separate prices for one or more lots, and shall allow the Procuring Entity to award one or multiple lots to more than one Bidder. The methodology of evaluation to determine the lowest-evaluated lot combinations is specified in Section III, Evaluation and Qualification Criteria.

	34 Comparison of Bids
The Procuring Entity shall compare all substantially responsive bids to determine the lowest-evaluated bid, in accordance with ITB Clause 34. 

	35 Post-qualification of the Bidder
35.1  The Procuring Entity shall determine to its satisfaction whether the Bidder that is selected as having submitted the lowest evaluated and substantially responsive bid is qualified to perform the Contract satisfactorily.

35.2 The determination shall be based upon an examination of the documentary evidence of the Bidder’s qualifications submitted by the Bidder, pursuant to ITB Clause 17.

35.3 An affirmative determination shall be a prerequisite for award of the Contract to the Bidder.  A negative determination shall result in disqualification of the bid, in which event the Procuring Entity shall proceed to the next lowest evaluated bid to make a similar determination of that Bidder’s capabilities to perform satisfactorily.

	36 Procuring Entity’s Right to Accept Any Bid, and to Reject Any or All Bids
The Procuring Entity reserves the right to accept or reject any bid, and to annul the bidding process and reject all bids at any time prior to contract award, without thereby incurring any liability to Bidders.

	F. Award of Contract

	37 Award Criteria
The Procuring Entity shall award the Contract to the Bidder whose offer has been determined to be the lowest evaluated bid and is substantially responsive to the Bidding Documents, provided further that the Bidder is determined to be qualified to perform the Contract satisfactorily.

	38 Procuring Entity’s Right to Vary Quantities at Time of Award
At the time the Contract is awarded, the Procuring Entity reserves the right to increase or decrease the quantity of Goods and Related Services originally specified in Section VI, Schedule of Requirements, provided this does not exceed the percentages specified in the BDS, and without any change in the unit prices or other terms and conditions of the bid and the Bidding Documents.

	39 Notification of Award
39.1 Before the expiry of the bid validity period, the Procuring Entity shall simultaneously notify the successful and the unsuccessful bidders of the provisional outcome of the bids evaluation. 

39.2 The notification shall specify that the major elements of the procurement process would be made available to the bidders upon request and that they have seven (7) days in which to lodge a protest, if any, before a contract is signed with the successful bidder.
39.3 The successful bidder may be required to provide a performance security in accordance with the procurement regulations. Such a security shall not exceed 10 % of the contract Price; 

39.4 Upon signature of a contract, the Procuring Entity shall finally notify other bidders that their bids were not successful and will discharge their bid security, pursuant to ITB Clause 19.4.

39.5 Until a formal Contract is prepared and executed, the notification of award shall constitute a binding Contract.

39.6 The written contract shall base on the bidding document, the successful bid, any clarification received and accepted, and any correction made and negotiations agreement between the Procuring Entity and the successful bidder.

	40 Signing of Contract
40.1 Promptly after notification, the Procuring Entity shall send the successful Bidder the Agreement and the Special Conditions of Contract. 

40.2 Within 15 (fifteen) and 21(twenty-one) days for National Competitive Bidding and International Competitive Bidding respectively, after receipt of the Agreement, the successful Bidder shall sign, date, and return it to the Client.

40.3 Notwithstanding ITB 41.2 above, in case signing of the Contract Agreement is prevented by any export restrictions attributable to the Employer, to the country of the Employer, or to the use of the products/goods, systems or services to be supplied, where such export restrictions arise from trade regulations from a country supplying those products/goods, systems or services, the Bidder shall not be bound by its bid, always provided, however, that the Bidder can demonstrate to the satisfaction of the Procuring Entity that signing of the Contact Agreement has not been prevented by any lack of diligence on the part of the Bidder in completing any formalities, including applying for permits, authorizations and licenses necessary for the export of the products/goods, systems or services under the terms of the Contract.

	42 Performance Security
42.1 Within 15 and 21 days for National Competitive Bidding and International Competitive Bidding respectively, after receipt of notification of award from the Procuring Entity, the successful Bidder, if required, shall furnish the Performance Security in accordance with the GCC, using for that purpose the Performance Security Form included in Section VIII Contract forms, or another Form acceptable to the Procuring Entity. 

42.2 Failure of the successful Bidder to submit the above-mentioned Performance Security or sign the Contract shall constitute sufficient grounds for the annulment of the award and forfeiture of the Bid Security or execution of the Bid-Securing Declaration.  In that event the Procuring Entity may award the Contract to the next lowest evaluated Bidder, whose offer is substantially responsive and is determined by the Procuring Entity to be qualified to perform the Contract satisfactorily.  


	Section II. Instructions to bidders, Bid Data Sheet (BDS)

The following specific data for the goods to be procured shall complement, supplement, or amend the provisions in the Instructions to Bidders (ITB).  Whenever there is a conflict, the provisions herein shall prevail over those in ITB.

[Instructions for completing the Bid Data Sheet are provided, as needed, in the notes in italics mentioned for the relevant ITB Clauses.]



	ITB Clause Reference
	A. General

	ITB 1.1
	The Procuring Entity is: RWANDA UTILITIES REGULATORY AUTHORITY (RURA)

	ITB 1.1
	The name of the tender is: TENDER FOR ACQUISITION OF A CONTACT CENTER TO IMPROVE CUSTOMER ENGAGEMENT, COMPLAINT RESOLUTION, MULTICHANNEL SUPPORT, REGULATORY OVERSIGHT, AND CRM 


	ITB 2.
	The Source of funds: RURA Ordinary budget 2025-2026 

	ITB 2.
	The name of the Project is: TENDER FOR ACQUISITION OF A CONTACT CENTER TO IMPROVE CUSTOMER ENGAGEMENT, COMPLAINT RESOLUTION, MULTICHANNEL SUPPORT, REGULATORY OVERSIGHT, AND CRM

	ITB 4.3
	A list of firms debarred from participating in Rwandan tenders is available at: www.rpp.gov.rw  

	
	B. Contents of Bidding Documents

	ITB 7.1
	For Clarification of bid purposes only: Use Umucyo e-procurement system for Rwanda (request for clarification button). Any clarification may be requested by writing using the procurement system not later than 11 days before the fixed deadline for the submission of bids.

	
	C. Preparation of Bids

	ITB 10
	The language of the bid is: English or French. 

Bidders are permitted, at their choice, to submit their bids in one of the two languages above indicated.  Bidders shall not submit bids in more than one language. 

	ITB 11.1 
	a) Business Registration Certificate issued by RDB to be accessed by the procuring entity through the e-procurement system for Rwanda; 

b) Valid Tax clearance certificate from RRA to be accessed by the procuring entity through the e-procurement system for Rwanda;

c) Valid Social Security Certificate from RSSB to be accessed by the procuring entity through the e-procurement system for Rwanda;

d) Bid security as indicated in the Umucyo E-procurement System;

e) Detailed description of the essential technical and performance characteristics of the goods to be supplied establishing conformity to technical specifications provided;

f) Appropriate catalogues;

g) At least two (2) certificates of good completion of similar services issued by reputable Companies/Institutions. NB: Completion certificates issued by Private Institutions shall be accepted only if they are accompanied by contracts of execution;
h) Any other information that the bidder considers important to the award process as it may be indicated in the BDS

i) In case of a Joint Venture (JV), each member of the association shall provide the documents stated in 11. (a), (b) and (c).

	ITB 13
	Alternative Bids shall not be considered.  

	ITB 14.5
	The INCOTERMS edition is: 2020. 

	ITB 14.6 (b) (i) and (c) (iii)
	Place of Destination: RURA Headquarter building at Rugenge, Muhima Sector, Nyarugenge District, Kigali City, Rwanda.

	ITB 14.6 (a) (iii);(b)(ii) and (c)(v)
	“Final destination (Project Site)”: RURA new headquarter building at Rugenge, Muhima Sector, Nyarugenge District, Kigali City, Rwanda.  

	ITB 14.6 (b) (iii)
	In addition to the CIP price specified in ITB 14.6 (b)(i), the price of the Goods manufactured outside Rwanda shall be quoted: DDP

	ITB 14.7
	The prices quoted by the Bidder shall not be adjustable. 

	ITB 14.8
	Prices quoted for each item shall correspond at least to 100% of the quantities specified for this item.

	ITB 15.1 
	The Bidder is required to quote in the Rwanda Francs the portion of the bid price that corresponds to expenditures incurred in that currency. 

	ITB 15.3
	The authority to establish the exchange rate shall be the National Bank of Rwanda

	ITB 16.3
	Period of time within which Goods are expected to be functioning (for the purpose of spare parts):  N/A 

	ITB 17 (a)
	Manufacturer’s authorization is required

	ITB 17 (b)
	After sale services is: required

	ITB 18.1
	The bid validity period shall be 120 days. 

	ITB 19.1


	Bid shall include a Bid Security issued by bank or an insurance company and submitted online through UMUCYO E-procurement system for Rwanda.

	ITB 19.2
	The amount of the Bid Security shall be: (refer to the required amounts in the UMUCYO system)  

	ITB 20.1
	In addition to the original of the bid, the number of copies is: N/A

	
	D. Submission and Opening of Bids

	ITB 21.2 (c)
	Bids will be submitted online using Umucyo E-procurement system

	ITB 22.1 
	All bids will be submitted online using Umucyo E-procurement system not later than the date and time indicated in the e-procurement system concerning this tender. Late proposals will not be accepted by the system. 

	ITB 25.1
	Bids will be opened automatically by the e-procurement system on the date and time indicated in the E-procurement system.

	
	E. Evaluation and Comparison of Bids

	ITB 32.
	Bid prices expressed in different currencies shall be converted in Rwanda Francs (FRW)
The source of exchange rate shall be the National Bank of Rwanda.

The date for the exchange rate shall be the bids opening date.

	ITB 33
	Domestic preference shall be a bid evaluation factor

	ITB 34.3(a)
	Bids will be evaluated for each item and the Contract will comprise the item(s) awarded to the successful Bidder. 

	ITB 34.3(d)
	The adjustments shall be determined using the following criteria, from amongst those set out in Section III, Evaluation and Qualification Criteria:  N/A

	ITB 34.6
	Bidders shall not be allowed to quote separate prices for one or more lots. 

	
	F. Award of Contract

	ITB 39.
	The maximum percentage by which quantities may be increased or decreased is: 5%


Section III.  Evaluation and Qualification Criteria

This Section complements the Instructions to Bidders. It contains the criteria that the Procuring Entity may use to evaluate a bid and determine whether a Bidder has the required qualifications. No other criteria shall be used. 

[The Procuring Entity shall select the criteria deemed appropriate for the procurement process, insert the appropriate wording using the samples below or other acceptable wording, and delete the text in italics]
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1. Domestic Preference (ITB 33)

If the Bidding Data Sheet so specifies, the Procuring Entity will grant a margin of preference to goods manufactured in Rwanda for the purpose of bid comparison, in accordance with the procedures outlined in subsequent paragraphs.

Bids will be classified in one of three groups, as follows:

(a)
Group A:  Bids offering goods manufactured in Rwanda, for which (i) labor, raw materials, and components from within Rwanda account for more than thirty (30) percent of the EXW price; and (ii) the production facility in which they will be manufactured or assembled has been engaged in manufacturing or assembling such goods at least since the date of bid submission.

(b)
Group B:  All other bids offering Goods manufactured in Rwanda.

(c)
Group C:  Bids offering Goods manufactured outside Rwanda that have been already imported or that will be imported.

To facilitate this classification by the Procuring Entity, the Bidder shall complete whichever version of the Price Schedule furnished in the Bidding Documents is appropriate provided, however, that the completion of an incorrect version of the Price Schedule by the Bidder shall not result in rejection of its bid, but merely in the Procuring Entity’s reclassification of the bid into its appropriate bid group.

The Procuring Entity will first review the bids to confirm the appropriateness of, and to modify as necessary, the bid group classification to which bidders assigned their bids in preparing their Bid Forms and Price Schedules.

All evaluated bids in each group will then be compared to determine the lowest evaluated bid of each group.  Such lowest evaluated bids shall be compared with each other and if as a result of this comparison a bid from Group A or Group B is the lowest, it shall be selected for the award.

If, as a result of the preceding comparison, the lowest evaluated bid is from Group C, the lowest evaluated bid from Group C bids will then be further compared with the lowest evaluated bid from Group A, after adding to the evaluated bid price of goods offered in the bid for Group C, for the purpose of further comparison only an amount equal to ten (10) percent of the CIP (named place of destination) bid price. The lowest-evaluated bid determined from this last comparison shall be selected for the award.”
2. Evaluation Criteria (ITB 34.3 (d))


The Procuring Entity’s evaluation of a bid may take into account, in addition to the Bid Price quoted in accordance with ITB Clause 14.6, one or more of the following factors as specified in ITB Sub-Clause 34.3(d) and in BDS referring to ITB 34.3(d), using the following criteria and methodologies. 

(a)
Delivery schedule. (as per INCOTERMS specified in the BDS)

The Goods specified in the List of Goods are required to be delivered within the acceptable time range (after the earliest and before the final date, both dates inclusive) specified in Section VI, Delivery Schedule.  No credit will be given to deliveries before the earliest date, and bids offering delivery after the final date shall be treated as non responsive.  Within this acceptable period, an adjustment, as specified in BDS Sub-Clause 34.3(d), will be added, for evaluation purposes only, to the bid price of bids offering deliveries later than the “Earliest Delivery Date” specified in Section VI, Delivery Schedule.

(b)
Deviation in payment schedule. [Insert one of the following]
(i)
Bidders shall state their bid price for the payment schedule outlined in the SCC.  Bids shall be evaluated on the basis of this base price.  Bidders are, however, permitted to state an alternative payment schedule and indicate the reduction in bid price they wish to offer for such alternative payment schedule. The Procuring Entity may consider the alternative payment schedule and the reduced bid price offered by the Bidder selected on the basis of the base price for the payment schedule outlined in the SCC. 

or
 (c)
Cost of major replacement components, mandatory spare parts, and service. [insert one of the following]
(i)
The list of items and quantities of major assemblies, components, and selected spare parts, likely to be required during the initial period of operation specified in the BDS Sub-Clause 16.3, is in the List of Goods.  An adjustment equal to the total cost of these items, at the unit prices quoted in each bid, shall be added to the bid price, for evaluation purposes only.

or
(ii)
The Procuring Entity will draw up a list of high-usage and high-value items of components and spare parts, along with estimated quantities of usage in the initial period of operation specified in the BDS Sub-Clause 16.3.  The total cost of these items and quantities will be computed from spare parts unit prices submitted by the Bidder and added to the bid price, for evaluation purposes only.
(d)
Availability in Rwanda of spare parts and after sale services for equipment offered in the bid.

An adjustment equal to the cost to the Procuring Entity of establishing the minimum service facilities and parts inventories, as outlined in BDS Sub-Clause 34.3(d), if quoted separately, shall be added to the bid price, for evaluation purposes only.

(e)
Projected operating and maintenance costs.

Operating and maintenance costs. An adjustment to take into account the operating and maintenance costs of the Goods will be added to the bid price, for evaluation purposes only, if specified in BDS Sub-Clause 34.3(d). The adjustment will be evaluated in accordance with the methodology specified in the BDS Sub-Clause 34.3(d).
(f)
Performance and productivity of the equipment. [insert one of the following]
(i)
 Performance and productivity of the equipment. An adjustment representing the capitalized cost of additional operating costs over the life of the plant will be added to the bid price, for evaluation purposes if specified in the BDS Sub-Clause 34.3(d).  The adjustment will be evaluated based on the drop in the guaranteed performance or efficiency offered in the bid below the norm of 100, using the methodology specified in BDS Sub-Clause 34.3(d).
or

(ii)
An adjustment to take into account the productivity of the goods offered in the bid will be added to the bid price, for evaluation purposes only, if specified in BDS Sub-Clause 34.3(d).  The adjustment will be evaluated based on the cost per unit of the actual productivity of goods offered in the bid with respect to minimum required values, using the methodology specified in BDS Sub-Clause 34.3(d). 

(g)
Specific additional criteria 

Other specific additional criteria to be considered in the evaluation and the evaluation method shall be detailed in BDS Sub-Clause 34.3(d)]
3. Multiple Contracts (ITB 34.6)

The Procuring Entity shall award multiple contracts to the Bidder that offers the lowest evaluated combination of bids (one contract per bid) and meets the post-qualification criteria (this Section III, Sub-Section ITB 36.2 Post-Qualification Requirements)
The Procuring Entity shall:

(a)
evaluate only lots or contracts that include at least the percentages of items per lot and quantity per item as specified in ITB Sub Clause 14.8 

(b)
take into account:


the lowest-evaluated bid for each lot and

(ii)
the price reduction per lot and the methodology for its application as offered by the Bidder in its bid”

4. Post-qualification Requirements (ITB 36.2)

After determining the lowest-evaluated bid in accordance with ITB Sub-Clause 35.1, the Procuring Entity shall carry out the post-qualification of the Bidder in accordance with ITB Clause 36, using only the requirements specified.  Requirements not included in the text below shall not be used in the evaluation of the Bidder’s qualifications.  

(a) 
Financial Capability

The Bidder shall furnish documentary evidence that it meets the following financial requirement(s): [list the requirement(s)]
(b)
Experience and Technical Capacity

The Bidder shall furnish documentary evidence to demonstrate that it meets the following experience requirement(s): [list the requirement(s)]
(c)
The Bidder shall furnish documentary evidence to demonstrate that the Goods it offers meet the following usage requirement: [list the requirement(s)]
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Bidder Information Form

[The Bidder shall fill in this Form in accordance with the instructions indicated below. No alterations to its format shall be permitted and no substitutions shall be accepted.]

Date: [insert date (as day, month and year) of Bid Submission] 

Tender No.: [insert number of tender notice]
Page ________ of_ ______ pages

	1.  Bidder’s Legal Name [insert Bidder’s legal name]

	2.  In case of Joint Venture (JV), legal name of each party: [insert legal name of each party in JV]

	3.  Bidder’s actual or intended Country of Registration: [insert actual or intended Country of Registration]

	4.  Bidder’s Year of Registration: [insert Bidder’s year of registration]

	5.  Bidder’s Legal Address in Country of Registration: [insert Bidder’s legal address in country of registration]

	6.  Bidder’s Authorized Representative Information

     Name: [insert Authorized Representative’s name]
…..ID/Passport Number [Insert the ID or Passport Number]

     Address: [insert Authorized Representative’s Address]
     Telephone/Fax numbers: [insert Authorized Representative’s telephone/fax numbers]
     Email Address: [insert Authorized Representative’s email address]

	7. 
Attached are copies of original documents of: [check the box(es) of the attached original documents]

(
Articles of Incorporation or Registration of firm named in 1, above, in accordance with ITB Sub-Clauses 4.1 and 4.2.

· In case of JV, letter of intent to form JV or JV certified agreement, in accordance with ITB Sub-Clause 4.1.

· In case of government owned companies from Rwanda, documents establishing legal and financial autonomy and compliance with commercial law, in accordance with ITB Sub-Clause 4.5.


Joint Venture (JV) Partner Information Form

[The Bidder shall fill in this Form in accordance with the instructions indicated below].
Date: [insert date (as day, month and year) of Bid Submission] 

Tender No.: [insert number of tender notice]
Page ________ of_ ______ pages

	1.
Bidder’s Legal Name: [insert Bidder’s legal name]

	2.
JV’s Party legal name: [insert JV’s Party legal name]

	3.
JV’s Party Country of Registration: [insert JV’s Party country of registration]

	4.
JV’s Party Year of Registration: [insert JV’s Part year of registration]

	5.
JV’s Party Legal Address in Country of Registration: [insert JV’s Party legal address in country of registration]

	6.
JV’s Party Authorized Representative Information

Name: [insert name of JV’s Party authorized representative]

ID/Passport Number [Insert ID or Passport Number]
Address: [insert address of JV’s Party authorized representative]
Telephone/Fax numbers: [insert telephone/fax numbers of JV’s Party authorized representative]

Email Address: [insert email address of JV’s Party authorized representative]

	7.
Attached are copies of original documents of: [check the box(es) of the attached original documents]

(
Articles of Incorporation or Registration of firm named in 2, above, in accordance with ITB Sub-Clauses 4.1 and 4.2.

· In case of government owned companies from Rwanda, documents establishing legal and financial autonomy and compliance with commercial law, in accordance with ITB Sub-Clause 4.5.


Bid Submission Form

[The Bidder shall fill in this Form in accordance with the instructions indicated No alterations to its format shall be permitted and no substitutions shall be accepted.]

Date: [insert date (as day, month and year) of Bid Submission]
Tender No.: [insert number of tender notice]
 Or Invitation for Bid No.: [insert No of IFB]
Alternative No.: [insert identification No if this is a Bid for an alternative]
To:  [insert complete name of Purchaser]
We, the undersigned, declare that: 

(a) We have examined and have no reservations to the Bidding Documents, including Addenda No.: ______________ [insert the number and issuing date of each Addenda]; 

(b) We offer to supply in conformity with the Bidding Documents and in accordance with the Delivery Schedules specified in the Schedule of Requirements the following Goods and Related Services _______________________ [insert a brief description of the Goods and Related Services]; 

(c) The total price of our Bid, excluding any discounts offered in item (d) below, is: ______________________________ [insert the total bid price in words and figures, indicating the various amounts and the respective currencies];
(d) The discounts offered and the methodology for their application are:

Discounts:  If our bid is accepted, the following discounts shall apply. _______ [Specify in detail each discount offered and the specific item of the Schedule of Requirements to which it applies.] 

Methodology of Application of the Discounts: The discounts shall be applied using the following method: __________ [Specify in detail the method that shall be used to apply the discounts];

(e) Our bid shall be valid for the period of time specified in ITB Sub-Clause 18.1, from the date fixed for the bid submission deadline in accordance with ITB Sub-Clause 22.1, and it shall remain binding upon us and may be accepted at any time before the expiration of that period;

(f) If our bid is accepted, we commit to obtain a performance security in accordance with ITB Clause 42 and GCC Clause 18 for the due performance of the Contract;

(g) We have no conflict of interest in accordance with ITB Sub-Clause 4.2;

(h) Our firm, its affiliates or subsidiaries—including any subcontractors or suppliers for any part of the contract—has not been declared ineligible by the RPPA, under Rwanda laws or official regulations, in accordance with ITB Sub-Clause 4.3;

(i)
We understand that this bid, together with your written acceptance thereof included in your notification of award, shall constitute a binding contract between us, until a formal contract is prepared and executed.

(j)
We understand that you are not bound to accept the lowest evaluated bid or any other bid that you may receive.

Signed: _______________ [insert signature and stamp of person whose name and capacity are shown] 

In the capacity of _______ [insert legal capacity of person signing the Bid Submission Form] 

Name: ____________ [insert complete name of person signing the Bid Submission Form]
 

Duly authorized to sign the bid for and on behalf of: _____ [insert complete name of Bidder]
Dated on ____________ day of __________________, _______ [insert date of signing]
Price Schedule Forms

[The Bidder shall fill in these Price Schedule Forms in accordance with the instructions indicated.  The list of line items in column 1 of the Price Schedules shall coincide with the List of Goods and Related Services specified by the Procuring Entity in the Schedule of Requirements.]

	Price Schedule: Goods Manufactured outside Rwanda, to be imported

	
	(Group C bids, goods to be imported)

Currencies in accordance with ITB Sub-Clause 15
	Date: _________________________

Tender No: _____________________

Alternative No: ________________

Page N( ______ of ______

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10

	Line Item

N(

	Description of Goods 
	Description of the container (if required)
	Country of Origin
	Delivery Date as defined by INCOTERMS
	Quantity and physical unit
	Unit price 

cip [insert place of destination]
in accordance with ITB 14.6(b)(i)
	CIP Price per line item

(Col. 5x6)
	Price per line item for inland transportation and other services required in Rwanda to convey the Goods to their final destination specified in BDS
	Total Price per Line item 

(Col. 7+8)

	[insert number of the item]
	[insert name of good]
	[describe the quality of the container]
	[insert country of origin of the Good]
	[insert quoted Delivery Date]
	[insert number of units to be supplied and name of the physical unit]
	[insert unit price CIP per unit]
	[insert total CIP price per line item]
	[insert the corresponding price per line item]
	[insert total price of the line item]

	
	
	
	
	
	
	
	
	
	

	
	Total Price
	

	Name of Bidder [insert complete name of Bidder] Signature and stamp of Bidder [signature of person signing the Bid] Date [Insert Date]


	Price Schedule: Goods Manufactured outside Rwanda, already imported

	
	(Group C bids, Goods already imported)

Currencies in accordance with ITB Sub-Clause 15
	Date: _________________________

Tender No: _____________________

Alternative No: ________________

Page N( ______ of ______

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11
	12
	13

	Line Item

N(
	Description of Goods 
	Description of the container (if required)
	Country of Origin
	Delivery Date as defined by INCOTERMS
	Quantity and physical unit
	Unit price including Custom Duties and Import Taxes paid, in accordance with ITB 14.6(c)(i)
	Custom Duties and Import Taxes paid per unit in accordance with ITB 14.6(c)(ii) , [to be supported by documents]     
	Unit Price   net of custom duties and import taxes, in accordance with ITB 14.6 (c) (iii)

 (Col. 6 minus Col.7)
	Price per line item net of Custom Duties and Import Taxes paid, in accordance with ITB 14.6(c)(i)

(Col. 5(8)
	Price per line item for inland transportation and other services required in Rwanda to convey the goods to their final destination, as specified in BDS in accordance with ITB 14.6 (c)(v)


	Sales and other taxes paid or payable per item if Contract is awarded (in accordance with ITB 14.6(c)(iv)
	Total Price per line item

(Col. 9+10)

	[insert number of the  item]
	[insert name of Goods]
	[describe the quality of  the container]
	[insert country of origin of the Good]
	[insert quoted Delivery Date]
	[insert number of units to be supplied and name of the physical unit]
	[insert unit price per unit]
	[insert custom duties and taxes paid per unit]
	[insert  unit price  net of custom   duties and import taxes]
	[ insert  price per line item net of custom  duties and import  taxes]
	[insert price per line item for inland transportation and other services required in Rwanda]
	[insert  sales and other taxes payable per  item if Contract is awarded]
	[insert total price per line item]

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Total Bid Price
	

	Name of Bidder  [insert complete name of Bidder]  Signature and stamp of Bidder [signature of person signing the Bid]  Date [insert date]


	Price Schedule: Goods Manufactured in Rwanda

	Rwanda
______________________


	(Group A and B bids)

Currencies in accordance with ITB Sub-Clause 15
	Date: _________________________

Tender No: _____________________

Alternative No: ________________

Page N( ______ of ______

	1
	2
	3
	4
	5
	6
	7
	8
	9
	10
	11

	Line Item

N(
	Description of Goods 
	Description of the container (if required)
	Delivery Date as defined by INCOTERMS
	Quantity and physical unit
	Unit price EXW 
	Total EXW price per line item

(Col. 4(5)
	Price per line item for inland transportation and other services required in Rwanda to convey the Goods to their final destination


	Cost of local labour, raw materials and components from with origin in Rwanda

% of Col. 5
	Sales and other taxes payable per line item if Contract is awarded (in accordance with ITB 14.6(a)(ii)
	Total Price per line item

(Col. 6+7)

	[insert number of the  item]
	[insert name of Good]
	[describe the quality of  the container]
	[insert quoted Delivery Date]
	[insert number of units to be supplied and name of the physical unit]
	[insert EXW unit price]
	[insert total EXW price per line  item]
	[insert the corresponding price per line item]
	[Insert cost of local labour, raw material and components from within the Purchase’s country as a % of the EXW price per line item]
	[insert sales and other taxes payable per line item if Contract is awarded]
	[insert total price per item]

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	

	
	Total Price
	

	Name of Bidder  [insert complete name of Bidder]  Signature and stamp of Bidder [signature of person signing the Bid]  Date [insert date]


	Price and Completion Schedule - Related Services

	
	Currencies in accordance with ITB Sub-Clause 15
	Date: _________________________

Tender No: _____________________

Alternative No: ________________

Page N( ______ of ______

	1
	2
	3
	4
	5
	6
	7

	Service 

N(
	Description of Services (excludes inland transportation and other services required in Rwanda to convey the goods to their final destination) 
	Country of Origin
	Delivery Date at place of Final destination
	Quantity and physical unit
	Unit price 
	Total Price per Service 

(Col. 5*6 or estimate)

	[insert number of the Service]
	[insert name of Services]
	[insert country of origin of the Services]
	[insert delivery date at place of final destination per Service]
	[insert number of units to be supplied and name of the physical unit]
	[insert unit price per item]
	[insert total price per item]

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	Total Bid Price
	

	Name of Bidder [insert complete name of Bidder] Signature and stamp of Bidder [signature of person signing the Bid] Date [insert date]


Bid Security (Bank Guarantee) 

[The Bank shall fill in this Bank Guarantee Form in accordance with the instructions indicated.]

________________________________
[Bank’s Name, and Address of Issuing Branch or Office]
Beneficiary:
___________________ [Name and Address of Procuring Entity]


Date:
________________

BID GUARANTEE No.:
_________________

We have been informed that [name of the Bidder] (hereinafter called "the Bidder") has submitted to you its bid dated (hereinafter called "the Bid") for the execution of [name of contract] under Tender Notice / Invitation for Bids No. [Tender Notice /IFB number] (“the Tender / IFB”). 

Furthermore, we understand that, according to your conditions, bids must be supported by a bid guarantee.

At the request of the Bidder, we [name of Bank] hereby irrevocably undertake to immediately pay you any sum or sums not exceeding in total an amount of [amount in figures] ([amount in words]) upon receipt by us of your first demand in writing accompanied by a written statement stating that the Bidder is in breach of its obligation(s) under the bid conditions, because the Bidder: 
(a) 
has withdrawn its Bid during the period of bid validity specified by the Bidder in the Form of Bid; or

(b) 
having been notified of the acceptance of its Bid by the Procuring Entity during the period of bid validity, (i) fails or refuses to execute the Contract Form; or (ii) fails or refuses to furnish the performance security, if required, in accordance with the Instructions to Bidders; or
(c) refuses to accept the correction of errors in its bid price in accordance with the Instructions to Bidders.

This guarantee will expire: (a) if the Bidder is the successful bidder, upon our receipt of copies of the contract signed by the Bidder and the performance security issued to you upon the instruction of the Bidder; or (b) if the Bidder is not the successful bidder, upon the earlier of (i) our receipt of a copy of your notification to the Bidder of the name of the successful bidder; or (ii) thirty (30) days after the expiration of the Bid Validity Period.

Consequently, any demand for payment under this guarantee must be received by us at the office on or before that date.

___________ [Name, Position, signature(s) and stamp of the authorised bank official(s)]

 Manufacturer’s Authorization 

[The Bidder shall require the Manufacturer to fill in this Form in accordance with the instructions indicated. This letter of authorization should be on the letterhead of the Manufacturer and should be signed by a person with the proper authority to sign documents that are binding on the Manufacturer.  The Bidder shall include it in its bid, if so indicated in the BDS.]

Date: [insert date (as day, month and year) of Bid Submission]
Tender No.: [insert number of bidding process]
Alternative No.: [insert identification No if this is a Bid for an alternative]

To:  [insert complete name of Purchaser] 

WHEREAS

We [insert complete name of Manufacturer], who are official manufacturers of [insert type of goods manufactured], having factories at [insert full address of Manufacturer’s factories], do hereby authorize [insert complete name of Bidder] to submit a bid the purpose of which is to provide the following Goods, manufactured by us [insert name and or brief description of the Goods], and to subsequently negotiate and sign the Contract.

We hereby extend our full guarantee and warranty in accordance with Clause 27 of the General Conditions of Contract, with respect to the Goods offered by the above firm.

Signed: [insert signature(s) and stamp of authorized representative(s) of the Manufacturer] 
Name: [insert complete name(s) of authorized representative(s) of the Manufacturer]


Title: [insert title] 

Duly authorized to sign this Authorization on behalf of: [insert complete name of Bidder]
Dated on ____________ day of __________________, _______ [insert date of signing]
PART 2 – Supplying Requirements

	Section V.  Supply Requirements


Notes for Preparing the Schedule of Requirements

The Schedule of Requirements shall be included in the bidding documents by the Procuring Entity, and shall cover, at a minimum, a description of the goods and services to be supplied and the delivery schedule.

The objective of the Schedule of Requirements is to provide sufficient information to enable bidders to prepare their bids efficiently and accurately, in particular, the Price Schedule, for which a form is provided in Section IV.  In addition, the Schedule of Requirements, together with the Price Schedule, should serve as a basis in the event of quantity variation at the time of award of contract pursuant to ITB Clause 41.

The date or period for delivery should be carefully specified, taking into account (a) the implications of delivery terms stipulated in the Instructions to Bidders pursuant to the INCOTERMS rules (i.e., EXW, or CIF, CIP, FOB, FCA terms—that “delivery” takes place when goods are delivered to the carriers), and (b) the date prescribed herein from which the Procuring Entity’s delivery obligations start (i.e., notice of award, contract signature, opening or confirmation of the letter of credit).

	1. List of Goods and Delivery Schedule

[The Procuring Entity shall fill in this table, with the exception of the column “Bidder’s offered Delivery date” to be filled by the Bidder]

	Line Item

N(
	Description of Goods 
	Description of the container (if required)
	Type, size and weight of the packing material
	Quantity
	Physical unit
	Final (Project Site) Destination as specified in BDS 
	Delivery (as per INCOTERMS) Date

	
	
	
	
	
	
	
	Earliest Delivery Date
	Latest Delivery Date 


	Bidder’s offered Delivery date [to be provided by the bidder]

	
	
	
	
	
	
	
	
	
	

	[insert item No]
	[insert description of Goods]
	[describe the quality of the container]
	[Describe the type, size and weight of the packing material] 
	[insert quantity of item to be supplied]
	[insert physical unit for the quantity]
	[insert place of Delivery]
	[insert the number of days following the date of effectiveness the Contract]
	[insert the number of days following the date of effectiveness the Contract]
	[insert the number of days following the date of effectiveness the Contract]

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	


	2. List of Related Services and Completion Schedule 

[ This table shall be filled in by the Purchaser. The Required Completion Dates should be realistic, and consistent with the required Goods Delivery Dates (as per INCOTERMS)] 

	Service
	Description of Service
	Quantity1
	Physical Unit
	Place where Services shall be performed
	Final Completion Date(s) of Services

	
	
	
	
	
	

	[insert Service No]
	[insert description of Related Services]
	[insert quantity of items to be supplied]
	[insert physical unit for the items]
	[insert name of the Place] 
	[insert required Completion Date(s)]

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	1. If applicable


3. Technical Specifications

RURA CONTACT CENTER TECHNICAL SPECIFICATIONS
I. INTRODUCTION 

The Rwanda Utilities Regulatory Authority (RURA) was created with the mission to regulate key public utilities namely: telecommunications network and/or telecommunications services, electricity, water, removal of waste products from residential or business premises, extraction and distribution of gas and transport of goods and persons. RURA’s vision is to be a leading global regulator of public utilities. To achieve this RURA is keen to: promote free and fair competition, protect the rights of consumers and balances the interests of all stakeholders, promote availability of affordable, quality services to all; and lead in the development of the public utilities sectors.

RURA was first established under Law No. 39/2001 of 13 September 2001 and later reconstituted by Law No. 09/2013 of 1 March 2013. Its mandate is to regulate specific public utilities across multiple sectors to ensure efficient, reliable, and sustainable service delivery.

RURA’s responsibilities cover the regulation of telecommunications, information technology, broadcasting, and converging electronic technologies, including the Internet and other audiovisual communication platforms. It also oversees postal services; renewable and non-renewable energy, including industrial gases, pipelines, and storage facilities; water supply; sanitation services; and the transport of persons and goods. Additionally, RURA is mandated to regulate radiation protection and any other public utilities that may be deemed necessary in the public interest.

RURA's core function of managing complaints from all regulated sectors is currently limited by an outdated system. While toll-free hotlines (3988 and 2222) are available through MTN and Airtel networks, these calls terminate on simple mobile phones managed by RURA staff member per operator. This setup cannot handle high call volumes, leading to unanswered calls, consumer dissatisfaction, and impacting RURA’s credibility as a regulator. 

Annually, RURA records over 1,000 complaints from various channels, including calls, emails, letters, and social media. However, this figure underestimates the actual volume due to limitations in the current system. For instance, call attempt data from MTN and Airtel in October 2024 (1,169 and 522 attempts, respectively) highlight the discrepancy between reported and actual consumer needs. 

To address this, RURA recognizes the need for an efficient customer relationship management system to centralize and streamline complaints and inquiries. The decision to establish a professional contact center aligns with the authority’s goal to enhance service delivery, build consumer trust, and improve its reputation. 

This document is the technical specification for designing, building, supplying, installation, testing, commissioning, training and maintenance of Contact Center solution at RURA New Headquarters;

II. OVERVIEW 

RURA’s Information System Center, located at the 11th floor of RURA HQ, will host the new Contact Center. The project aims to upgrade the existing communication infrastructure and integrate it with new systems to enhance stakeholder interaction and service delivery.

Qualified companies are invited to design, supply, install, and deploy a modern, fully integrated Contact Center at RURA’s headquarters. The scope includes procurement, installation, commissioning, training, and maintenance.

The selected bidder must ensure compliance with technical specifications, provide all necessary systems and manpower, and guarantee long-term sustainability of the solution.

III. THE EXISTING RURA IS INFRASTRUCTURE ENVIRONMENT

RURA operates a robust, clustered ICT infrastructure with a SAN storage system, VMware virtualization, and a Disaster Recovery Site connected via dark fiber. The network runs on Cisco/ Dell switches, routers, and ASA firewalls for VPN and intrusion prevention, complemented by Barracuda solutions for web application security, load balancing, and email protection.

Proxy services are managed through McAfee, while VMware AirWatch with Workspace ONE supports mobile device management. The datacenter features APC racks and UPS systems, raised floors, and an FM-200 fire detection and suppression system. 

All digital services—including SAP ERP, Exchange, internal and external applications, licensing systems, data analytics, and security solutions—are hosted and managed on-premise by RURA’s datacenter.

IV. SUMMARIZED REQUIREMENTS

a. The supplier will be required to follow requirements of best practice standards like ISO 18295-1

b. The bidder shall submit the complete and comprehensive design document/layout in 2D and 3D for the solution;

c. The bidder shall provide detailed systems integration matrix, and implementation roadmap/plan of Contact Center Security Components integration with existing security controls and solutions wherever required; 

d. The client is expecting the bidder to have exhaustively calculated/identified all items required to complete “Supply and Installation of Contact Center” during MANDATORY SITE VISIT.

V. OBJECTIVE

Establish a three-year framework contract for the supply, installation, and maintenance of an AI-ready omni-channel Contact Center hosted at RURA’s Information Systems Center (11th Floor). The solution shall support voice, email, chat, web, social media, SMS, quality monitoring, CRM/ticketing, real-time dashboards, and advanced analytics, while meeting modern availability, security, and sustainability requirements.

The first year shall cover supply and installation, while the second and third years shall cover warranty, support, and maintenance only.

VI. BRIEF SYSTEM ARCHITECTURE

The Contact Center Solution shall adopt a modular, scalable, and fault-tolerant architecture ensuring uninterrupted operations and flexibility for future expansion.
The architecture shall comprise the following layers:

1. Communication Layer – IP-based telephony infrastructure supporting SIP trunking and VoIP.

2. Application Layer – Core modules for ACD, IVR, CRM, ticketing, and AI-driven customer engagement.

3. Database Layer – Secure, high-availability database supporting redundancy, encryption, and real-time replication.

4. Integration Layer – API-driven middleware for connectivity to external systems and government platforms.

5. AI & Analytics Layer – Machine learning components for predictive routing, speech analytics, and sentiment analysis.

The system shall support on-premises deployment and guarantee minimum uptime of 99.7% through redundancy across network, storage, and server components.

VII. GENERAL SCOPE OF WORK 

The scope of work is divided into three main phases:

· Plan Phase: focuses on assessing requirements, developing concepts, and designing customized, technically compliant solutions with a qualified team.

· Build Phase: involves procurement, installation, integration, testing, training, and commissioning to transition the system into live operation, ensuring performance and stability before go-live.

· Operate Phase: ensures continuous support, preventive maintenance, component replacement, user training, and ongoing optimization, including safe decommissioning and future scalability planning.

In essence, the contractor is responsible for designing, implementing, and maintaining an integrated infrastructure that meets RURA’s operational, security, and sustainability requirements.

VIII. FUNCTIONAL CONTACT CENTER DESIGN REQUIREMENTS

The bidder shall demonstrate a comprehensive understanding of RURA’s objectives, operational requirements, and adherence to the following:

· The bidder shall design, develop, implement, and deploy a modern Contact Center Solution integrated with a Customer Relationship Management (CRM) platform to support 5 agents and 1 supervisor at one shift, hosted on-premises at RURA.

· The proposed solution must be seamlessly integrated with RURA’s existing security systems and enterprise applications, ensuring interoperability, data integrity, and protection across all interfaces.

· The bidder shall deliver a comprehensive mentorship and training program for the 15 RURA staff [ IS Division & Service owners], focusing on system administration, maintenance, troubleshooting, and operational sustainability.

IX. FUNCTIONAL COMPONENTS

The proposed solution shall include the following key functional modules and features:

1) Core Communication & Operations
· Inbound, outbound, and blended call management.

· Skill-based Automatic Call Distribution (ACD).

· Interactive Voice Response (IVR) with configurable call flows, self-service menus, and multilingual support.

· Call Recording with playback, archiving, and search capability.

· Supervisor Controls (monitoring, whisper, barge-in, conference).

· Ticketing and Case Management linked to CRM and web platforms.

2)  CRM and Customer Data Management

· Integrated CRM for case tracking, complaint management, and customer history.

· Unified customer view from all contact channels (voice, email, chat, web, social media).

· Automatic customer profiling and contact history tracking.

· Configurable dashboards and reports for service quality and resolution KPIs.

3) Analytics and AI Functions

· Predictive analytics for call volume and resource planning.

· Real-time sentiment analysis from call recordings.

· AI-powered chatbot and voicebot integration.

· Automated report generation and insight visualization.

· Quality assurance scoring and agent performance evaluation.

4) Reporting and Dashboards

· Real-time dashboards for system performance, call queues, and agent productivity.

· Historical reporting on customer trends, call outcomes, and SLA compliance.

· Role-based access to reports (Administrator, Supervisor, Agent).

· Data export in standard formats (PDF, XLSX, CSV).

X.  GENERAL AND FUNCTIONAL REQUIREMENTS

a. Scope of Work

The bidder shall provide supply, installation, integration, testing, training, and development of a Contact Center hosted at RURA premises. The Contact Center shall feature a toll-free number, multi-channel customer contact (voice, email, chat/web self-service, SMS), and CRM-based ticketing and reporting capabilities.

b. Operations, Warranty & Maintenance

· The successful bidder shall support the Contact Center for (6) months from User Acceptance Test (UAT)/Go-Live.

· The bidder shall indicate the annual cost for the subsequent two (2) years of maintenance and support.

· Bugs/defects identified by users shall be rectified within one (1) hour of notification during the support period.

· Full warranty: 36 months starting after acceptance (see also §2.10 “Other Mandatory Requirements”).

· No proposed items should be classified end-of-life or discontinued by the original manufacturer;

· The setup of the infrastructure must provide high availability, scalability and cyber resiliency;  

· The new setup shall be in compliance with Individual Components Industry Functioning and Security Standards.

c. Availability, Resilience & Virtualization

· The solution shall operate with minimal downtime and support automatic failover: if any one or more components (e.g., Data, Signaling, Web, Database) fail, operations shall transfer to a secondary server.

· The solution must support Virtual Server environments.

d. Requirements Elicitation & Documentation

· The bidder shall conduct requirements gathering and assess RURA’s business processes to determine required CRM customizations; produce a Detailed Requirement Specification (DRS).

· Provide complete documentation: User Manuals, Technical Manuals, and Training Manuals.

· The bidder shall provide a test environment and ensure every module is properly tested prior to deployment into RURA’s live environment.

e. Integration & Interoperability

· The bidder shall integrate the Contact Center and CRM with existing RURA systems and security control [ ref RURA Software Application & Systems to be integrated and i RURA Security Access Control to integrate with sections], including SAP CRM, structured databases, and non-SQL records.

· The system shall be easy to integrate with other government systems via APIs as may be required by RURA.

· Telecom connectivity: Configure SIP for telecom operators as needed.

· Telecom operators (MTN, Airtel, KTRN, and any operator that may be licensed in future) for toll-free and SIP trunking integration.

f. Licensing & Source Code

· All solutions/applications shall clearly state the licensing model, including any recurring license costs.

· Where customized, source code must be well documented and handed over to RURA after project completion.

· All required licenses shall be registered under RURA’s account.

g. Infrastructure Responsibilities

· Provided by RURA: computers, recording storage drive, screens, chairs, tables, air conditioning.

· Provided by Bidder: high-powered server for SIP and all required accessories; all licenses for agents, supervisors, recording, CRM, and integrations (recurring costs to be clearly stated).

h. Training & Knowledge Transfer

The bidder shall provide training for agents, supervisors, and system administrators; 

i. Other Mandatory Requirements

· Provide full source code with excellent documentation.

· Provide 36 months’ full warranty starting after acceptance.

· Implement best security practices in line with Contact Center standards (see §2.11).

j. Security, Logical Architecture, Language & UI

a. Logical Architecture

· The system shall follow a tiered (minimum three-tier) architecture separating User Interface, Business Logic, and Data Access; deployed on RURA/server architecture.

· The system shall operate as standalone (single RURA server) and support distributed database across multiple RURA servers.

b. Language

· English is the system language.

c. User Interface (UI)

· The UI must be easy to use, consistent, and understandable, with logical grouping/flow of attributes.

· Uniform interface across sub-systems; template-based development is recommended.

· Include Help menu.

· Validation rules must prevent invalid data entry and provide clear messages/alerts.

· Keyboard minimization: common values selectable from combo boxes.

d. Security Requirements

· Implement role-based security, granting access per assigned roles in line with RURA’s security policy.

· Include event logger and event viewer.

· The system shall generate alarming/notification indicators for all users when there is a change.

k.  Training (Detailed)

· Onsite detailed system training for at least 7 IS Division professionals for at least 4 working days (to ensure sustainability post bidder Maintenance & Support), covering at minimum: system & database administration, security, replication, troubleshooting, backup & recovery, etc.

· On-the-job training for all users for 5 working days.

· The bidder shall provide a detailed training plan (place, type, facilities, etc.).

· The bidder shall deliver logistics and original training materials (soft and hard copy).

· Training manuals (user and administrator) and user guides must be provided before the training date and in English.

l.  Documentation & Deliverables

· Requirement Analysis Document (RAD)
· System Design Document (SDD)
· Database Design Document
· Network, bandwidth, and hardware requirements for the system
· Training manuals (users & technical)
· Test strategy and test plan documents
· Complete data backup & system recovery procedures (standardized)
· Source code for software applications and source code documentation
· System architecture and configuration documentation.
· Installation and maintenance manuals.
· Administrator and user guides.
· Integration matrix and data flow diagrams.
· Backup and recovery procedures.
· Final system handover report including licenses, credentials, and warranty details.
m. Reporting & Meetings

Status reporting at every milestone throughout the project:

· Inception Report (starting first week after agreement; weekly): analysis of key issues/constraints, revised detailed work plan (methodologies, timing, outputs) for approval by the project coordination office.

· Monthly Report (from end of first month): work carried out, progress vs. plan, issues/recommendations, and revised plan.

· Draft Final Report: work carried out during the assignment, recommendations, deliverables.

· Final Report: submitted two weeks after receiving consolidated comments on the final draft report.

n. Testing

The system shall be tested to confirm it meets requirements using the following Functional testing, Performance testing, Security testing, and Acceptance testing.
o. Functional Requirements

1)  Capacity & Roles

Set up a Contact Center for five (5) Agents and one (1) Supervisor.

2)  Call Handling & Case Flow

· Ability to transfer calls to the appropriate department/individual; notify responsible staff if service is not provided on time.

· On internal transfer, the system must transfer the client with captured data.

· Provide caller-specific information based on the caller’s identification.

· Handle high concurrent call volumes; screen and route to multiple authorized personnel/managers.

· Analyze complaints (type/number/frequency) to enable corrective actions by responsible entities.

· Provide timely reports on overall customer/agent service activity.

· Be cost-effective, reliable, and support various communication means.

· Send SMS to the public or targeted customers.

· Email intake: collect/analyze inquiries submitted via email and route to appropriate agents.

· Unify customer data from all channels into a single customer profile.

· Provide dashboards with statistics for users by role (e.g., Supervisors, Agents).

3)  Omnichannel Features

· SMS: Agents can send/receive SMS; view SMS history and reports.

· Chat: Real-time chat with customers; enable self-service via two-way, keyword-driven messaging or chatbot.

· Helpdesk Ticket: Agents can view, create, and reply to support tickets.

· WhatsApp: Agents can chat with customers and reply from the system dashboard.

· Twitter & Instagram: Agents can chat with customers and reply from the system dashboard.

· Facebook: Agents can chat with customers, view comments on company posts, and reply to comments.

4) Call-Related Features

· Soundboard: Play predefined audio files (common/repetitive answers; special instructions).

· AMD (Answering Machine Detection): Detects call disposition and tailors call flow accordingly.

· Call Recordings: Listen/download all call recordings.

· Callback: View and manage active callbacks (per agent/queue).

· Call Scripts: Guided scripts to support consistent conversations.

· Voicemail: View list of customer voicemails.

· Listen / Whisper / Coach:
· Coach: Admin can join and talk only to the agent (customer unaware).

· Monitor: Admin can silently monitor agent-customer call.

· Barge: Admin can join the call and speak with both parties (conference).

· Conference: Audio conferencing between agents and/or customers.

· Call Hold & Retrieve: Place caller on hold and retrieve.

· Call Transfer: Blind and Attendant transfer; in Blind transfer, the first agent disconnects after the other agent connects.

· Number Masking: Hide full customer phone number from agents when enabled.

p. Quality Monitoring, Reporting & Alerts

1)  Quality Monitoring
· Agent scoring
· Graphical analysis (real-time & historical)
· Real-time alert management for SLA, performance, and system monitoring
· Barge/Snoop/Confer for any interaction
· Force Agent Logout
· AHT, Agent Performance Report, Customer Service Score to define KPIs
· Quality tagging (agent voice tagging)
· Centralized management
2) Reporting

· Comprehensive business reports at agent, campaign, and system levels
· Customizable report templates
· Web-based access for remote users
· Real-time and historical data analysis
· Automatic maintenance & backup management
· System-based, user-based, performance-based reports
· Report designer tools & advanced design module
· Multiple output formats
· Statistical, financial, periodical, graphical, parameterized reports
· Reporting frequencies: minutes, hourly, daily, weekly, monthly, quarterly, yearly
· Alert Management & Notifications: Email/SMS alerts to authorized users as needed.
q. CRM Functional Requirements

· CRM–IVR–ACD integration

· Customer profiling
· Comprehensive call management
· Pre-integrated screen pop
· Missed call alerts
· Callback scheduling
· Inter-agent chat
· Integration with third-party databases/CRM/tools for seamless operations
· CTI with pop-up agent screen
· Unified Customer Interface for call handling, disposition, conferencing, N-way transfer
· Configurable help topics for web tickets
· Ticket assignment (staff/department); tickets created via email, online forms, or phone (by staff)
· Flexible configuration & mapping
· Automatic replies on ticket creation/message receipt; customizable mail templates
· User-friendly GUI; uniform sub-system interfaces; Help menu
· Data validation rules and alerts
· Bandwidth: specify minimum WAN bandwidth requirements
· Standalone and distributed database deployment options
· Alarm/notification indicators on change
· Event logger & viewer
· Keyboard minimization (use of combo boxes)
r. Messaging & Alerts (Baseline)

· The solution must provide alerts using SMS and e-mail (supporting both operational and management notifications).
· Notifications can be sent and received between many agents (team-based workflows).
XI. ITEMS TECHNICAL SPECIFICATIONS

a. Capacity, Channels & Growth

1. Seats at Go-Live: 5 Agents + 1 Supervisor (6 total).

2. Concurrency & Headroom: Size for 8 concurrent voice sessions (5 active agent calls + IVR/queue + supervisor interventions + 20% overhead).

3. Growth without redesign: Scalable by license/VM resources to 10 seats in 12 months.

4. Omnichannel scope (native or tightly integrated): Voice (PSTN/SIP), Email, Web Chat, SMS; with option to integrate with WhatsApp Business, Facebook/Instagram, X (Twitter); Virtual Assistant/Chatbot with Knowledge Base for self-service.

5. Routing & CX KPIs: Skills-based & priority routing, queue announcements, virtual hold/callback, voicemail; AHT/ASA/FCR/CSAT tracked on live dashboards/wallboard.

b. Architecture, Availability & DR

1. Logical tiers: UI / Application-Media / Data (3-tier minimum).

2. Deployment: On-prem virtualized (VMware/Hyper-V/KVM). Hybrid/CCaaS acceptable where on-prem media/security nodes are provided.

3. High Availability (fit for scale):

· Recommended: App/Media HA (active/standby) and DB replication (small cluster) or frequent snapshots with rapid restore; avoid single points of failure for signaling/media/DB.

· Minimum (cost-aware): Single node with automated nightly VM snapshots + offsite copy; plan to add a second node at ≥10 seats.

4. Performance headroom: Size to peak Erlang with ≥20% spare; guarantee real-time CTI/screen-pop for all logged-in agents.

c. Server (Contact Center Appliance) 

· CPU: Dual Intel Xeon Gold, 8 cores each (16c total).

· Memory: 128 GB RAM.

· Storage (OS/Logs): 2 × 480–960 GB SSD (RAID1).

· Storage (Data/Recordings): 2 TB usable 10K SAS (RAID10).

· RAID/HBA: Hardware RAID with BBWC/FBWC.

· Network: Dual 10GbE + dual 1GbE; iDRAC/iLO/IPMI.

· Power: Dual hot-swap PSUs; rack rails/kit; hot-swap fans/drives.

· OS: Preinstalled, vendor-supported, hardened server OS for the Contact Center solution.

· Virtualization: Multi-VM (App, DB, Reporting) ready.

d. Telephony Interfaces — Voice Cards, Gateways & SBC

1) SIP Trunking (preferred for this size) + SBC

· SIP sessions: 10 concurrent sessions (burstable) to cover 5 agent calls + IVR/queue + supervisor + overhead.

· SBC: TLS/SRTP termination, topology hiding, SIP normalization, media anchoring, DoS/DDoS protection, QoS (DSCP); single appliance now, HA-ready for future.

e. Agent Workstations & Call-Center Monitors

The agent workstations are already installed on the 11th Floor in the Information System Center and will be shown during the mandatory site visit.

f. Operational Wall Screens / Wallboard

The agents will utilize the existing videowall installed in the Network Operations Center (NoC), which will also serve the Call Center operations. The vendor shall be responsible for providing all necessary accessories and connectivity components required to integrate the proposed solution, including proper cable management, HDMI/DisplayPort, RS-232/LAN control, and any additional interfaces or adapters needed to ensure full functionality.

g. Software Platform — Contact Center + CRM (Flex-class or Equivalent)

1)  Contact Center Core

· Omnichannel routing: voice, email, web chat, SMS (WhatsApp/Meta/X optional now; ready for enablement).

· IVR: Multi-level tree, time-of-day/holiday, DTMF & ASR; data-dip to CRM for self-service.

· ACD: Skills/priority routing, overflow, longest-idle, preferred-agent; callback/virtual hold; voicemail with transcription optional.

· CTI & Screen-pop: Automatic customer profile (customer-360) on call/chat/email; screen transfer with context between agents/supervisor.

· Quality & Coaching: Listen/whisper/barge/coach; scorecards; calibration; silent monitoring compliance.

· Analytics: Real-time and historical dashboards; KPI packs (AHT/ASA/FCR/CSAT/NPS); threshold alerts to email/SMS/desktop.

· WFM (lightweight or integrated): Scheduling/adherence; e-learning/coaching modules (can be cloud add-on).

2) CRM (Integrated or Tightly Coupled)

· Case/Ticket management: SLAs/OLAs, auto-routing, escalation, email-to-case, web forms, surveys, audit trails.

· Customer 360: Unified profile across channels; consent management; interaction history; segmentation.

· Integrations: SAP CRM (API/ETL), SMTP/IMAP, SMS gateway, WhatsApp/Meta APIs (when enabled), government systems via REST/GraphQL.

· Administration: Role profiles, configuration migration/versioning, import/export; custom fields/forms.

3) Platform & Licensing

· APIs/Webhooks: REST/GraphQL; SDKs for UI/flows; event subscriptions for BI.

· SSO/MFA: SAML 2.0 / OIDC with MFA; SCIM user provisioning preferred.

· Licensing: Include agent, supervisor, IVR, recording, analytics, connectors; explicitly itemize recurring fees; named or concurrent models acceptable.

h. Security, Privacy & Compliance

· RBAC (least privilege), MFA/SSO (SAML/OIDC), SoD for admin roles; full audit logging.

· Encryption: TLS 1.2+ end-to-end; SRTP for voice where applicable; AES-256 at rest (DB, recordings, exports).

· Data protection: Retention by channel/queue; masking/redaction; pause/resume recording; DLP for exports; key rotation.

· Standards alignment: ISO 18295-1 (contact centers), ISO/IEC 27001 (ISMS), ISO 22301 (BCM); follow national data-protection guidance.

· Telemetry: Syslog/CEF to SIEM; SNMP to NMS; API export to DW/BI.

i. Recording Solution (Voice & Optional Screen)

· Coverage: 100% voice recording; optional screen recording for QA/training; role-based playback; watermarking.

· Retention: Policy per queue/channel (typical 90/180/365 days) + legal hold; WORM/object-lock capable storage if mandated.

· Security: AES-256 at rest; TLS/SRTP in transit; access auditing; chain-of-custody for exports; pause/resume & field redaction for PII.

· Speech analytics (optional but recommended): Transcription (ASR), keyword spotting, sentiment tags, QA scorecards & calibration.

j. Accessories — Headsets, Microphones, Speakers

1) Headsets 

· Usage: Contact Center USB Headset for telephone-intensive users.

· Wearing style: Over-the-head binaural; adjustable headband; adjustable boom mic; soft ear cushions (replaceable).

· Connects to: PC (USB-A/USB-C) or desk phone (include adapter if needed).

· Audio performance: Wideband up to 6,800 Hz; noise-canceling microphone (≥20 dB ambient suppression).

· Hearing protection: SoundGuard-class limiting; average daily exposure ≤ 85 dBA; acoustic shock protection (EN 60950-1 / EN 50332).

· Controls & Indicators: Inline call controls (answer/end, volume, mute); optional busy-light.

· Durability: Reinforced cable/strain relief; spare ear pads included.

· Spares & Warranty: Supply 20% spares (round up) and 2–3 years warranty.

· Accessories: Included (carry pouch; USB-C adapter where required).

k.  Messaging & Alerts

· Email/SMS notifications for SLAs, queue thresholds, IVR failures, trunk health, and workflow events (ticket creation/updates, escalations).

· Agent notifications (peer/team broadcasts) supported in desktop client.

l. Testing, Acceptance & Handover

· Environments: Dev/Test/Prod (or Stage/Prod for small site).

· Test plan & cases: Approved by RURA; include functional, performance/load (to 8 concurrent sessions), security (vuln/config), failover/restore, and UAT.

· Defect SLAs: Critical—acknowledge ≤ 1 hour, workaround ASAP; resolution per severity matrix.

· Handover package: User, Technical, and Training manuals; architecture & configuration baselines; license manifests; backup/DR SOPs; admin runbooks.

· Source code: If customized components exist, deliver source code + documentation at project close.

m. Networking, QoS & Facility

· Network: L2/L3 switches with LLDP; QoS (DSCP) for voice/media; VLANs for voice/data/management; DHCP reservations or 802.1X where applicable.

· Cabling: Cat7A structured cabling; labeled; fiber uplink to core if needed.

XII. PRELIMINARY MANAGEMENT, WARRANTY, SUPPORT, AND MAINTENANCE TERMS

Upon delivery, initial setup, and signing of the End-User Acceptance Report, the supplier shall provide six (6) months of free after-sales maintenance and support, including optimization, warranty, maintenance, and support for the Contact Center and related infrastructure at RURA premises.

For the 2nd and 3rd years, the bidder shall submit a separate detailed quotation for annual license renewals (if applicable), maintenance, and support, with these costs included in the total project cost. Maintenance and support fees for the 2nd and 3rd years shall be paid quarterly.

During the warranty and support period, the supplier shall:

· Provide on-site technical support and resolve all issues (user support, system failures, upgrades, fine-tuning, customizations, and errors) within a maximum of one (1) hour of notification.

· Address any problems that RURA staff are unable to resolve internally.

· Conduct all maintenance and support on-site, as remote access to RURA systems is prohibited under RURA’s Internal Information Resources and Security Policy.

· Submit complete solution documentation, configured policies, schematic diagrams, and integration matrices before the start of the maintenance period.

· Perform all required upgrades, integrations, and migrations as listed in this tender.

The warranty period shall include system updates, patches, and enhancements required to maintain optimal performance, security, and compliance with evolving standards or operating environments.

Minimum Warranty and Support Obligations

· The supplier shall perform regular structural, security, and design upgrades during the maintenance period.

· Any unexpected or critical defects shall be remedied within one (1) hour at the supplier’s cost and risk.

· For any system malfunctions post go-live, the supplier bears full responsibility for immediate resolution within one (1) hour.

· A detailed incident resolution process and escalation matrix must be provided.

· The supplier shall clearly define any exclusions and explain how they will be managed if they occur.

· All potential risks affecting 99.7% system availability must be documented with corresponding mitigation measures.

· Delays in resolving issues raised during the warranty or support period shall be subject to penalties as provided under applicable procurement laws and regulations.

XIII. BIDDER QUALIFICATION AND TECHNICAL REQUIREMENTS

1. The bidder must have successfully implemented at least two (2) comparable Contact Center projects within the last six (6) years, each supporting a minimum of five (5) agents and including CRM integration. Relevant references demonstrating this experience must be provided, with at least one (1) reference from a government institution. In addition, the bidder shall provide evidence of at least one (1) active Contact Center installation currently operating within a Government Institution in Rwanda. Manufacturer references for the proposed Contact Center solution are acceptable. 

2. Manufacturer Authorization from the Contact Center solution Provider, not from a distributor or Dealer

3. Proof required: 

· Two (2) genuine copies of project completion certificates.

· For private-sector projects, completion certificates must be accompanied by copies of signed contracts.

4. The bidder shall provide details of certified technical staff in accordance with the format provided below (Technical Team Composition). Certificates of competency and relevant professional credentials must be attached.

5. The proposal must include the curricula vitae (CVs), qualifications, and experience summaries of all proposed technical staff, in accordance with the format provided below.

6. Remote or virtual implementation shall not be permitted during the project execution, maintenance, or support phases.

7. The bidder shall implement the solution in full compliance with industry standards and best practices, ensuring conformity with the technical specifications and scope of work provided in the RFP.

8. The bidder must submit a comprehensive and detailed Bill of Materials, clearly describing each item, quantity, unit cost, and technical specifications to demonstrate full compliance with the tender requirements.

9. The bidder shall provide:

· A detailed Project Implementation Plan and Solution Documentation.

· A weekly implementation schedule, including milestones, deliverables, and dependencies.

10. The bidder must ensure that all accessories, components, and items required to complete the project holistically are included in the bid submission.

· The bid must be comprehensive and exhaustive; the Client shall not be responsible for any missing components during project execution up to the signing of the End-User Acceptance Report.

11. The bidder shall provide a comprehensive Client Orientation and Change Management Plan, covering:

· End-user and administrative training programs.

· Knowledge transfer strategy and post-implementation support approach.

12. All supporting documents and certificates submitted by the bidder must be photocopies of authentic originals. RURA reserves the right to independently verify the authenticity of all documents and to disqualify any bidder submitting falsified or misleading information.

XIV. EQUIPMENT WARRANTY AND SUPPORT

1) All equipment shall carry a minimum three (3) years warranty, covering hardware and software.

2) The bidder shall provide after-sales support for 6 months after signing Enduser Acceptance Report, including maintenance, updates, and part replacements at no extra cost.

3) Discontinued or end-of-life items will not be accepted. If any product becomes unavailable during procurement or implementation, the bidder must supply its new or equivalent version at no additional cost.

4) All supplied equipment must be genuine, legally procured, and not banned or restricted locally or internationally.

XV. PROPOSED TEAM

The bidder shall propose a well-rounded team of subject matter experts with relevant technical and functional expertise, as outlined in the following Proposed Team Composition Table: 

	Role / Domain
	Min. 

No. Required
	Name

(S)
	Min. Diploma / Degree
	Years of Specific Experience
	Specialized Skills

	CRM & Integration Specialist
	1
	
	Bachelor’s in Computer Science((CS)/ Software Engineering (SE)/ Information Management/ ICT 
	2+ years in CRM integration
	APIs, middleware, CRM workflows, data synchronization

	Data & Reporting / Analytics Specialist
	1
	
	Bachelor’s in Data, CS, ICT
	2+ years in Contact Center (CC) analytics
	Dashboards, KPIs, reporting, data modeling

	QA & Testing Specialist
	1
	
	Bachelor’s in ICT / SE
	2+ years in system testing
	UAT, performance testing, call-flow validation

	Contact Center Systems Engineer
	2
	
	Bachelor’s in ICT / Telecom
	2+ years in CC platforms
	Call routing, SIP/VoIP, IVR flows, recording, CC platforms

	Solution / Contact Center Architect
	1
	
	Bachelor’s in ICT / Telecom / CS
	2+ years in contact center solutions
	Omnichannel design, IVR, ACD, CRM integration, scalability

	Training & Change Management Specialist
	1
	
	Bachelor’s in ICT, Business, or Education
	2+ years in CC training
	Agent training, SOPs, adoption & change management

	Project Manager
	1
	
	Bachelor’s in ICT, Engineering, or Project Management
	5+ years in ICT projects
	PRINCE2/PMP, vendor coordination, risk & milestone management

	Network & Security Engineer
	1
	
	Bachelor’s in Computer Science((CS)/ Software Engineering (SE)/ Information Management/ ICT 
	2+ years in enterprise networks
	QoS, SBCs, firewalls, security hardening, HA/DR


XVI. RURA SOFTWARE APPLICATION & SYSTEMS TO BE INTEGRATED: 

1. Converged Licensing Management System (Licensing, Financial Declaration, Consumer, Inspection & Enforcement, Automatic calculation of all fees). 

2. Microsoft exchange server 2016 integrated with AD

3. Active Directory and NAC

4. Payment Gateway

5. SMS Gateway 

6. IGTVS: International Gateway Traffic Verification System 

7. SMMS: Spectrum Monitoring and Management System.

8. Sap Hana 

XVII. RURA SECURITY ACCESS CONTROL TO INTEGRATE WITH:

1. WAF and Proxy;

2. Microsoft exchange server 2018 integrated with AD

3. Active Directory

4. Attendance System

5. Printing Server

6. Systems and Network Monitoring System

7. Anti-DDOS

8. Firewall

9. Patch Management

10. Database Security

11. ITOP

12. Network Monitoring

13. Link Load Balancer

14. Active Endpoint Deception

15. Security Analysis

16. SIEM

17. Vulnerability Management

18. NAC

XVIII. RESPONDING FORMAT 

The response to the Technical Specifications MUST be presented in the following format and the number of pages must strictly be adhered to. Any bid that doesn’t follow this format may be deemed non-compliant. 

1) Document the Firm’s Experience using the template below.

	Assignment (e.g. Assignment 1)

	Project Aspect
	Details

	Project name/Title:
	 

	Organization/Client:
	 

	Client’s Address (Country, Building No, Email and phone number, Contact Person email and address number)
	

	Description of the Beneficiaries:
	 

	Project/assignment value in Rwf, USD or any other convertible currency:
	 

	Project start date:
	 

	Project end date:
	

	In-depth description of project/assignment deliverables. 
	

	Technologies (for both hardware and software) used:
	 

	Project Management approach/Methodology used during implementation:
	 

	List and description of documentation developed and submitted during and after deliver of the assignment. 
	

	Change Management approach/strategy (ies) used:
	

	Warranty, Maintenance and Support provided:
	 

	Security measures integrated in the project at plan, build, operate and maintenance:
	 

	Training tools and techniques used:
	 

	Team composition for the previous assignment submitted (provide: the role, required skills, name of holder during the assignment)
	 

	A certified (for independent verification) copy of Certificate of Completion or equivalent (Assignment value information must be included).
	Attach each Completion certificate as an Annex. 


2) Document the Team Qualification and Experience using the template below.

(Strictly follow this template; do not attach CVs. The information below is adequate for this bid)
	Role (e.g Project Manager)

	Full Name: 
	 

	Identification document and Number: 
	[e.g National ID card/Passport No.12345678]

	Date of Birth:
	 

	University First Degree:  
	[Month &Year of graduation, Awarded Degree, Awarding Institution, Reference Number]

	Post Graduate Qualification(s):
	[Month &Year of graduation, Awarded Degree, Awarding Institution, Reference Number]

	Certification(s):
	 [Month &Year of award, Awarded Certification, Awarding Institution, Reference Number, Validity]

	Technical Skills competent in:
	 

	Work Experience (List all previous roles held with the detail as provided below for each role):
	[Start Date, End Date, Institution, Role/Position, Brief Role Description, List of projects involved, and role played in those projects]

	Prove that you participated in similar project
	[ Responsibility, Accomplishment, Address of your immediate supervisor]. 

	Working Permit/ Residence permit number and expiry date (for foreigners) 
	

	Attach all certificate to the Annex section. 
	


XIX. PAYMENT MODALITY 

	Phase
	Description
	Payment Percentage
	Payment Terms

	Phase 1: Supply & Implementation
	Completion of supply, installation, configuration, integration, testing, and signing of the End-User Acceptance Report
	90%
	Payable upon successful completion of all implementation activities and formal sign-off of the End-User Acceptance Report

	Phase 2: Maintenance & Support (Year 2)
	Warranty, after-sales maintenance, support, and continuous service improvement
	5%
	Paid on a quarterly basis over Year 2, based on satisfactory service delivery

	Phase 3: Maintenance & Support (Year 3)
	Warranty, after-sales maintenance, support, and continuous service improvement
	5%
	Paid on a quarterly basis over Year 3, based on satisfactory service delivery


Notes:

· After-sales maintenance and support costs for Years 2 and 3 shall be quoted separately but included in the overall project cost.

· Quarterly payments for maintenance and support are subject to satisfactory performance and service continuity.

XX. SCHEDULE OF IMPLEMENTATION

· The bidder shall provide all required licenses and remain fully responsible for any legal obligations related to them during the three-year warranty period.

· The project shall be deemed completed and operational upon joint signing of the User Acceptance Report (UAT) by RURA and the bidder, with component-level verification included.

· A detailed delivery and implementation schedule for all infrastructure and associated licenses must accompany the technical bid.

· RURA reserves the right to conduct due diligence on any supplied infrastructure or licenses before or after installation. Any violation of product or license EULA will be the supplier’s liability.

· The bidder must implement all necessary safeguards to prevent service failures and shall be fully liable for any loss incurred due to process lapses.

XXI.  IMPLEMENTATION SCHEDULE / CONTRACT DURATION
The assignment shall be completed within a maximum of six (6) months, covering all phases from planning to deployment and go-live, including a two-week training for all level of RURA staff indicated above. This will be followed by 6 months warranty, maintenance, and support period without additional cost.

XXII. ACCEPTANCE TESTING /END-USER ACCEPTANCE REPORT

RURA shall conduct acceptance tests in line with the approved scope of work, with full assistance from the supplier. All provisioned items shall be considered accepted only after successful completion of these tests. The supplier must insure all items until official acceptance and ensure trouble-free operation of the complete system during testing, including physical verification and functional performance checks. No additional charges shall be payable by RURA for conducting the acceptance tests. 
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REPUBLIC OF RWANDA
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Date of contract: ……………………..
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This CONTRACT hereinafter referred to as the “Contract” is entered into by and between the Government of Rwanda represented by Mr/Mrs/Ms……………………, the ……………… of the Ministry of ………/name of the Public Institution (Hereinafter referred to as “the Procuring Entity” and …………….. Ltd/Co, ........ incorporated in (Country) ………………… under the Registry number ……………………. Represented by Mr/Mrs/Ms ……………………….., ID/PC N°………………………………………..issued at………………………………………the ……………… of the company Hereinafter referred to as the “Supplier”
WHEREAS

(a)
the Procuring Entity has requested the Supplier to supply goods and related services as specified in the General Conditions of Contract attached to this Contract (hereinafter called the “Goods”);

(b)
the Supplier, having represented to the Procuring Entity that they have the required capacity, have agreed to supply the goods and related services on the terms and conditions set forth in this Contract;

(c) the Procuring Entity has received funds from the  [Insert the name of the funding Institution], hereinafter called the (“Funding Institution”) towards the cost of the goods and related services and intends to apply a portion of the proceeds of these funds to payments under this Contract;

Or (c) the Procuring Entity has received Government funds and intends _______

Or (c) the Procuring Entity has decided to allocate a portion of its own budget to finance ________  

NOW THEREFORE the parties hereby agree as follows:

1. The following documents attached hereto shall be deemed to form an integral part of this Contract:

(a)
The General Conditions of Contract;

(b)
The Special Conditions of Contract;

(c)
The list of goods, technical specifications and supply requirements
(d)
Contract negotiations minutes 

(e)
The bidding document;

(e)
The bid 

2. The mutual rights and obligations of the Procuring Entity and the Supplier shall be as set forth in the Contract, in particular:

(a)
the Supplier shall supply the goods and related services in accordance with the provisions of the Contract; and

(b)
the Procuring Entity shall make payments to the Supplier in accordance with the provisions of the Contract.

IN WITNESS WHEREOF, the Parties hereto have caused this Contract to be signed in their respective names as of the day and year hereunder written.

For and on behalf of [name of the Procuring Entity]
[Authorized Representative]
For and on behalf of [name and legal status of Supplier]
[Authorized Representative]
Section VI.  General Conditions of Contract
	1. Object of the contract 

1.1 The object of this contract is to supply to the procuring entity the goods and related services as specified in the list of goods and related services, technical specifications and supply requirements.

2. Definitions
2.1 The following words and expressions shall have the meanings hereby assigned to them:

(a)  “Contract” means the Contract Agreement entered into between the Procuring Entity and the Supplier, together with the Contract Documents referred to therein, including all attachments, appendices, and all documents incorporated by reference therein.

(b) “Contract Documents” means the documents listed in the Contract Agreement, including any amendments thereto.

(c) “Contract Price” means the price payable to the Supplier as specified in the Contract Agreement, subject to such additions and adjustments thereto or deductions therefrom, as may be made pursuant to the Contract.

(d) “Day” means calendar day unless provided otherwise.

(e) “Completion” means the fulfilment of the Related Services by the Supplier in accordance with the terms and conditions set forth in the Contract. 

(f) “Force majeure” means an event or situation beyond the control of the Supplier that is not foreseeable, is unavoidable, and its origin is not due to negligence or lack of care on the part of the Supplier.  Such events may include, but not be limited to, acts of the Procuring Entity in its sovereign capacity, wars or revolutions, fires, floods, epidemics, quarantine restrictions, and freight embargoes.

(g)  “GCC” means the General Conditions of Contract.

(h) “Goods” means all of the commodities, raw material, machinery and equipment, and/or other materials that the Supplier is required to supply to the Procuring Entity under the Contract.

(i)  “Procuring Entity” means the entity purchasing the Goods and Related Services, as specified in the SCC.
(j) “Related Services” means the services incidental to the supply of the goods, such as insurance, installation, training and initial maintenance and other such obligations of the Supplier under the Contract.

(k) “SCC” means the Special Conditions of Contract.

(l) “Subcontractor” means any natural person, private or government entity, or a combination of the above, to whom any part of the Goods to be supplied or execution of any part of the Related Services is subcontracted by the Supplier.

(m) “Supplier” means the natural person, private or government entity, or a combination of the above, whose bid to perform the Contract has been accepted by the Procuring Entity and is named as such in the Contract Agreement.

(n) “The Project Site,” where applicable, means the place named in the SCC.

3. Interpretation

3.1. If the context so requires it, masculine also means feminine, singular also means plural and vice versa.

3.2 INCOTERMS

(a) Unless inconsistent with any provision of the Contract, the meaning of any trade term and the rights and obligations of parties thereunder shall be as prescribed by INCOTERMS;

(b) The terms EXW, CIP, FCA, CFR and other similar terms, when used, shall be governed by the rules prescribed in the current edition of INCOTERMS specified in the SCC and published by the International Chamber of Commerce in Paris, France.



	4 Contract Documents

4.1 Subject to the order of precedence set forth in the Contract Agreement, all documents forming the Contract (and all parts thereof) are intended to be correlative, complementary, and mutually explanatory. The Contract Agreement shall be read as a whole. 

	5 Fraud and Corruption

5.1 If the Procuring Entity determines that the Supplier has engaged in corrupt, fraudulent, collusive, coercive or obstructive practices, in competing for or in executing the Contract, then the Procuring Entity may, after giving 14 days notice to the Supplier, terminate the Supplier's employment under the Contract and cancel the contract, and the provisions of Clause 3.1 of IS shall apply. 
5.2 (a)
For the purposes of this Sub-Clause: 

(i) 
“corrupt practice”
 means the offering, giving, receiving, or soliciting, directly or indirectly, of anything of value to influence a civil servant or Government entity the action of a public official in the procurement process or in contract execution; 

(ii) “fraudulent practice”
 means any act or omission, including a misrepresentation, that knowingly or recklessly misleads or attempts to mislead a civil servant to obtain a financial or other benefit or to avoid an obligation or omission of facts in order to influence a procurement process or the execution of a contract;
(iii) 
“collusive practice”
 means arrangement between two or more parties designed to achieve an improper purpose, including influencing another party or the civil servant Bidders, with or without the knowledge of the Procuring Entity, designed to establish bid prices at artificial, non-competitive levels; and
(iv) 
“coercive practice”
 means any act intending to harm or threaten to harm directly or indirectly persons, their works or their property to influence their participation in the procurement process or affect its performance harming or threatening to harm, directly or indirectly, persons or their property to influence their participation in the procurement process or affect the execution of a contract;

(v)
“obstructive practice” is

(i)
deliberately destroying, falsifying, altering or concealing of evidence material to the investigation or making false statements to investigators in order to materially impede an investigation into allegations of a corrupt, fraudulent, coercive or collusive practice; and/or threatening, harassing or intimidating any party to prevent it from disclosing its knowledge of matters relevant to the investigation or from pursuing the investigation; or

(ii)
acts intended to materially impede the exercise of RPPA’s inspection and audit rights provided for under Clause 10 [Inspections and Audits by RPPA].

5.3 Should any employee of the Supplier be determined to have engaged in corrupt, fraudulent, collusive, coercive, or obstructive practice during the purchase of the Goods, then that employee shall be removed.

	6 Entire Agreement

6.1 The Contract constitutes the entire agreement between the Procuring Entity and the Supplier and supersedes all communications, negotiations and agreements (whether written or oral) of the parties with respect thereto made prior to the date of Contract.

7 Amendment

7.1 No amendment or other variation of the Contract shall be valid unless it is in writing, is dated, expressly refers to the Contract, and is signed by a duly authorized representative of each party thereto.

7.2 The amendment shall not affect the substance and the nature of the original contract, and any amendment increasing 20% of the contract shall require a new tender.
8 No waiver

8.1 Subject to GCC Sub-Clause 4.5(b) below, no relaxation, forbearance, delay, or indulgence by either party in enforcing any of the terms and conditions of the Contract or the granting of time by either party to the other shall prejudice, affect, or restrict the rights of that party under the Contract, neither shall any waiver by either party of any breach of Contract operate as waiver of any subsequent or continuing breach of Contract.

8.2 Any waiver of a party’s rights, powers, or remedies under the Contract must be in writing, dated, and signed by an authorized representative of the party granting such waiver, and must specify the right and the extent to which it is being waived.

9 Severability

9.1 If any provision or condition of the Contract is prohibited or rendered invalid or unenforceable, such prohibition, invalidity or unenforceability shall not affect the validity or enforceability of any other provisions and conditions of the Contract.



	10 Language

10.1 The Contract as well as all correspondence and documents relating to the Contract exchanged by the Supplier and the Purchaser, shall be written in the language specified in the SCC.  Supporting documents and printed literature that are part of the Contract may be in another language provided they are accompanied by an accurate translation of the relevant passages in the language specified, in which case, for purposes of interpretation of the Contract, this translation shall govern.

10.1 The Supplier shall bear all costs of translation to the governing language and all risks of the accuracy of such translation, for documents provided by the Supplier.

	11 Joint Venture, Consortium or Association

11.1 If the Supplier is a joint venture, consortium, or association, all of the parties shall be jointly and severally liable to the Procuring Entity for the fulfilment of the provisions of the Contract and shall designate one party to act as a leader with authority to bind the joint venture, consortium, or association. The lead company serving as the authorized representative of others shall provide as part of their bid a written agreement confirming its representation and the scope of its powers. The composition or the constitution of the joint venture, consortium, or association shall not be altered without the prior consent of the Procuring Entity.

	12 Notices
12.1 Any notice given by one party to the other pursuant to the Contract shall be in writing to the address specified in the SCC.  The term “in writing” means communicated in written form with proof of receipt. 
12.2 A notice shall be effective when delivered or on the notice’s effective date, whichever is later.

	13 Governing Law
13.1 The Contract shall be governed by and interpreted in accordance with the laws of Rwanda.

	14 Settlement of Disputes
14.1 Amicable Settlement
14.1.1 The Parties shall use their best efforts to settle amicably all disputes arising out of or in connection with this Contract or the interpretation thereof.

14.1 Other ways of dispute settlement
Any dispute between the Parties as to matters arising pursuant to this Contract which cannot be settled amicably within thirty (30) days after receipt by one Party of the other Party’s request for such amicable settlement may be submitted by either Party for settlement in accordance with the provisions specified in the SCC.



	15 Inspections and Audit by RPPA
15.1 The Supplier shall permit RPPA and/or persons appointed by RPPA to inspect the Supplier’s offices and/or the accounts and records of the Supplier and its sub-contractors relating to the performance of the Contract, and to have such accounts and records audited by auditors appointed by RPPA if required by RPPA. The Supplier’s attention is drawn to Clause 3, which provides, inter alia, that acts intended to materially impede the exercise of RPPA’s inspection and audit rights provided for under Clause 10 constitute a prohibited practice subject to contract termination as well as to be excluded from participating in public procurement.

	16 Scope of Supply
16.1 The Goods and Related Services to be supplied shall be as specified in the list of goods and related services, technical specifications and supply requirements.

	17 Delivery and Documents

17.1 Subject to GCC Sub-Clause 33.1, the Delivery of the Goods and Completion of the Related Services shall be in accordance with the Delivery and Completion Schedule specified in list of goods, related services and technical specifications.  The details of shipping and other documents to be furnished by the Supplier are specified in the SCC.

	18 Supplier’s Responsibilities
18.1 The Supplier shall supply all the Goods and Related Services included in the Scope of Supply in accordance with GCC Clause 11, and the Delivery and Completion Schedule, as per GCC Clause 12.

	19 Contract Price
19.1 Prices charged by the Supplier for the Goods supplied and the Related Services performed under the Contract shall not vary from the prices quoted by the Supplier in its bid, with the exception of any price adjustments authorized in the SCC. 

	20 Terms of Payment
20.1 The Contract Price, shall be paid as specified in the SCC.
20.2 The Supplier’s request for payment shall be made to the Procuring Entity in writing, accompanied by invoices describing, as appropriate, the Goods delivered and Related Services performed, and by the documents submitted pursuant to GCC Clause 13 and upon fulfilment of all other obligations stipulated in the Contract.

20.3 Payments shall be made promptly by the Purchaser, but in no case later than forty five (45) days after submission of an invoice or request for payment by the Supplier, and after the Procuring Entity has accepted it.

20.4 The currencies in which payments shall be made to the Supplier under this Contract shall be those in which the bid price is expressed. However, Companies registered in Rwanda or those owned by Rwandan nationals shall only be paid in Rwanda currency.
20.5 In the event of a disputed invoice, the Procuring Entity shall notify the supplier in writing of the disputed amount within three (3) days of the invoice date, specifically identifying the reason for the dispute, and pay all undisputed amounts owed while the dispute is under negotiation.  Upon the resolution of a disputed invoice, the Procuring Entity shall pay the remaining portions, if any, of such invoice.

	21 Taxes and Duties
21.1 For goods manufactured outside Rwanda, the Supplier shall be entirely responsible for all taxes, stamp duties, license fees, and other such levies imposed outside Rwanda.

21.2 For goods Manufactured within Rwanda, the Supplier shall be entirely responsible for all taxes, duties, license fees, etc., incurred until delivery of the contracted Goods to the Purchaser.

21.3 If a specific law provides for tax exemptions, reductions, allowances or privileges the Procuring Entity shall use its best efforts to enable the Supplier to benefit from any such tax exemptions, reductions, allowances or privileges.

	22 Performance Security
22.1 If required in the SCC, within the period specified by the procurement regulation, the Supplier shall, provide a performance security for the performance of the Contract in the amount specified in the SCC.
22.2 The proceeds of the Performance Security shall be payable to the Procuring Entity as compensation for any loss resulting from the Supplier’s failure to complete its obligations under the Contract.

22.3 As specified in the SCC, the Performance Security, if required, shall be denominated in the currency (ies) of the Contract or in a freely convertible currency acceptable to the Purchaser; and shall be in one of the format stipulated by the Procuring Entity in the SCC, or in another format acceptable to the Purchaser.

22.4 The Performance Security shall be discharged by the Procuring Entity and returned to the Supplier in two phases. The first half shall be returned within thirty (30) days following provisional acceptance of goods (if there is any), and the second half shall be returned within thirty (30) days following the final acceptance of goods. 

	23 Copyright
23.1 The copyright in all drawings, documents, and other materials containing data and information furnished to the Procuring Entity by the Supplier herein shall remain vested in the Supplier, or, if they are furnished to the Procuring Entity directly or through the Supplier by any third party, including suppliers of materials, the copyright in such materials shall remain vested in such third party

	24 Confidential Information
24.1 The Procuring Entity and the Supplier shall keep confidentiality and shall not, without the written consent of the other party hereto, divulge to any third party any documents, data, or other information furnished directly or indirectly by the other party hereto in connection with the Contract, whether such information has been furnished prior to, during or following completion or termination of the Contract.  Notwithstanding the above, the Supplier may furnish to its Subcontractor such documents, data, and other information it receives from the Procuring Entity to the extent required for the Subcontractor to perform its work under the Contract, in which event the Supplier shall obtain from such Subcontractor an undertaking of confidentiality similar to that imposed on the Supplier under GCC Clause 19.

24.2 The Procuring Entity shall not use such documents, data, and other information received from the Supplier for any purposes unrelated to the contract.  Similarly, the Supplier shall not use such documents, data, and other information received from the Procuring Entity for any purpose other than the performance of the Contract.

24.3 The obligation of a party under GCC Sub-Clauses 19.1 and 19.2 above, however, shall not apply to information that:

(a) the Procuring Entity or Supplier need to share with RPPA or other institutions participating in the financing of the Contract; 

(b) now or hereafter enters the public domain through no fault of that party;

(c) can be proven to have been possessed by that party at the time of disclosure and which was not previously obtained, directly or indirectly, from the other party; or

(d) otherwise lawfully becomes available to that party from a third party that has no obligation of confidentiality.

24.4 The above provisions of GCC Clause 19 shall not in any way modify any undertaking of confidentiality given by either of the parties hereto prior to the date of the Contract in respect of the Supply or any part thereof.

24.5 The provisions of GCC Clause 19 shall survive completion or termination, for whatever reason, of the Contract.

	25 Subcontracting
25.1 The Supplier shall notify the Procuring Entity in writing of all subcontracts awarded under the Contract if not already specified in the bid. Such notification, in the original bid or later shall not relieve the Supplier from any of its obligations, duties, responsibilities, or liability under the Contract.

25.2 Subcontracts shall comply with the provisions of GCC Clauses 5 and 12.  

	26 Specifications and Standards
26.1 Technical Specifications and Drawings:

(a) The Goods and Related Services supplied under this Contract shall conform to the technical specifications and standards mentioned in Section V, Schedule of Requirements and, when no applicable standard is mentioned, the standard shall be equivalent or superior to the official standards whose application is appropriate to the Goods’ country of origin.

(b) The Supplier shall be entitled to disclaim responsibility for any design, data, drawing, specification or other document, or any modification thereof provided or designed by or on behalf of the Procuring Entity, by giving a notice of such disclaimer to the Purchaser.

(c) Wherever references are made in the Contract to codes and standards in accordance with which it shall be executed, the edition or the revised version of such codes and standards shall be those specified in the Schedule of Requirements. During Contract execution, any changes in any such codes and standards shall be applied only after approval by the Procuring Entity and shall be treated in accordance with GCC Clause 33.

	27 Packing and Documents
27.1 The Supplier shall provide such packing of the Goods as is required to prevent their damage or deterioration during transit to their final destination, as indicated in the Contract.  During transit, the packing shall be sufficient to withstand, without limitation, rough handling and exposure to extreme temperatures, salt and precipitation, and open storage.  Packing case size and weights shall take into consideration, where appropriate, the remoteness of the goods’ final destination and the absence of heavy handling facilities at all points in transit.

27.2 The packing, marking, and documentation within and outside the packages shall comply strictly with such special requirements as shall be expressly provided for in the Contract, including additional requirements, if any, specified in the SCC, and in any other instructions ordered by the Purchaser.

	28 Insurance
28.1 Unless otherwise specified in the SCC, the Goods supplied under the Contract shall be fully insured—in a freely convertible currency—against loss or damage incidental to manufacture or acquisition, transportation, storage, and delivery, in accordance with the applicable INCOTERMS or in the manner specified in the SCC.  

	29 Transportation
29.1 Unless otherwise specified in the SCC, responsibility for arranging transportation of the Goods shall be in accordance with the specified INCOTERMS. 

	30 Inspections and Tests
30.1 The Supplier shall at its own expense and at no cost to the Procuring Entity carry out all such tests and/or inspections of the Goods and Related Services as are specified in the SCC.
30.2 The inspections and tests may be conducted on the premises of the Supplier or its Subcontractor, at point of delivery, and/or at the Goods’ final destination, or in another place in Rwanda as specified in the SCC.  Subject to GCC Sub-Clause 25.3, if conducted on the premises of the Supplier or its Subcontractor, all reasonable facilities and assistance, including access to drawings and production data, shall be furnished to the inspectors at no charge to the Purchaser.

30.3 The Procuring Entity or its designated representative shall be entitled to attend the tests and/or inspections referred to in GCC Sub-Clause 25.2, provided that the Procuring Entity bear all of its own costs and expenses incurred in connection with such attendance including, but not limited to, all travelling and board and lodging expenses.

30.4 Whenever the Supplier is ready to carry out any such test and inspection, it shall give a reasonable advance notice, including the place and time, to the Purchaser.  The Supplier shall obtain from any relevant third party or manufacturer any necessary permission or consent to enable the Procuring Entity or its designated representative to attend the test and/or inspection.

30.5 The Procuring Entity may require the Supplier to carry out any test and/or inspection not required by the Contract but deemed necessary to verify that the characteristics and performance of the Goods comply with the technical specifications codes and standards under the Contract, provided that the Supplier’s reasonable costs and expenses incurred in the carrying out of such test and/or inspection shall be added to the Contract Price.  Further, if such test and/or inspection impedes the progress of manufacturing and/or the Supplier’s performance of its other obligations under the Contract, due allowance will be made in respect of the Delivery Dates and Completion Dates and the other obligations so affected.

30.6 The Supplier shall provide the Procuring Entity with a report of the results of any such test and/or inspection.

30.7 The Procuring Entity may reject any Goods or any part thereof that fail to pass any test and/or inspection or do not conform to the specifications.  The Supplier shall either rectify or replace such rejected Goods or parts thereof or make alterations necessary to meet the specifications at no cost to the Purchaser, and shall repeat the test and/or inspection, at no cost to the Purchaser, upon giving a notice pursuant to GCC Sub-Clause 25.4.

30.8 The Supplier agrees that neither the execution of a test and/or inspection of the Goods or any part thereof, nor the attendance by the Procuring Entity or its representative, nor the issue of any report pursuant to GCC Sub-Clause 25.6, shall release the Supplier from any warranties or other obligations under the Contract.

	31 Liquidated Damages
31.1 If the Supplier fails to deliver by the Date(s) of delivery period specified in the Contract, the purchaser may without prejudice to other available remedies for the purchaser, deduct from the Contract Price, as liquidated damages, a sum equivalent to 1‰ of the total of the contract price for each day of delay until actual delivery or performance, up to a maximum deduction of the 5% of the contract price. Once the maximum is reached, the purchaser may terminate the contract. However if the implementation of the contract continues penalties shall continue to accrue until full completion of the contract or termination.

	32 Warranty
32.1 The Supplier warrants that all the Goods are new, unused, and of the most recent or current models, and that they incorporate all recent improvements in design and materials, unless provided otherwise in the Contract.

32.2 Subject to GCC Sub-Clause 21(b), the Supplier further warrants that the Goods shall be free from defects arising from any act or omission of the Supplier or arising from design, materials, and workmanship, under normal use in the conditions prevailing in the country of final destination.

32.3 Unless otherwise specified in the SCC, the warranty shall remain valid for twelve (12) months after the Goods, or any portion thereof as the case may be, have been delivered to and accepted at the final destination indicated in the SCC, or for eighteen (18) months after the date of shipment from the port or place of loading in the country of origin, whichever period concludes earlier.

32.4 In case of any defect the Procuring Entity shall give notice to the Supplier stating the nature of any such defects together with all available evidence thereof, promptly following the discovery thereof.  The Procuring Entity shall afford all reasonable opportunity for the Supplier to inspect such defects.

32.5 Upon receipt of such notice, the Supplier shall, within the period specified in the SCC, expeditiously repair or replace the defective Goods or parts thereof, at no cost to the Purchaser.

32.6 If having been notified, the Supplier fails to remedy the defect within the period specified in the SCC, the Procuring Entity may proceed to take within a reasonable period such remedial action as may be necessary, at the Supplier’s risk and expense and without prejudice to any other rights which the Procuring Entity may have against the Supplier under the Contract.

	33 Patent Indemnity
33.1 The Supplier shall, subject to the Procuring Entity’s compliance with GCC Sub-Clause 28.2, indemnify and hold harmless the Procuring Entity and its employees and officers from and against any and all suits, actions or administrative proceedings, claims, demands, losses, damages, costs, and expenses of any nature, including attorney’s fees and expenses, which the Procuring Entity may suffer as a result of any infringement or alleged infringement of any patent, utility model, registered design, trademark, copyright, or other intellectual property right registered or otherwise existing at the date of the Contract by reason of:  

(a) the installation of the Goods by the Supplier or the use of the Goods in the country where the Site is located; and 

(b) the sale in any country of the products produced by the Goods. 

33.2 Such indemnity shall not cover any use of the Goods or any part thereof other than for the purpose indicated by or to be reasonably inferred from the Contract, neither any infringement resulting from the use of the Goods or any part thereof, or any products produced thereby in association or combination with any other equipment, plant, or materials not supplied by the Supplier, pursuant to the Contract.

33.3 If any proceedings are brought or any claim is made against the Procuring Entity arising out of the matters referred to in GCC Sub-Clause 28.1, the Procuring Entity shall promptly give the Supplier a notice thereof, and the Supplier may at its own expense and in the Procuring Entity’s name conduct such proceedings or claim and any negotiations for the settlement of any such proceedings or claim.

33.4 If the Supplier fails to notify the Procuring Entity within thirty (30) days after receipt of such notice that it intends to conduct any such proceedings or claim, then the Procuring Entity shall be free to conduct the same on its own behalf.

33.5 The Procuring Entity shall, at the Supplier’s request, afford all available assistance to the Supplier in conducting such proceedings or claim, and shall be reimbursed by the Supplier for all reasonable expenses incurred in so doing.

33.6 The Procuring Entity shall indemnify and hold harmless the Supplier and its employees, officers, and Subcontractors from and against any and all suits, actions or administrative proceedings, claims, demands, losses, damages, costs, and expenses of any nature, including attorney’s fees and expenses, which the Supplier may suffer as a result of any infringement or alleged infringement of any patent, utility model, registered design, trademark, copyright, or other intellectual property right registered or otherwise existing at the date of the Contract arising out of or in connection with any design, data, drawing, specification, or other documents or materials provided or designed by or on behalf of the Procuring Entity.

	34 Limitation of Liability
34.1 Except in cases of criminal negligence or wilful misconduct, 

(a)
the Supplier shall not be liable to the Procuring Entity, whether in contract, tort, or otherwise, for any indirect or consequential loss or damage, loss of use, loss of production, or loss of profits or interest costs, provided that this exclusion shall not apply to any obligation of the Supplier to pay liquidated damages to the Procuring Entity and

(b)
the aggregate liability of the Supplier to the Procuring Entity, whether under the Contract, in tort or otherwise, shall not exceed the total Contract Price, provided that this limitation shall not apply to the cost of repairing or replacing defective equipment, or to any obligation of the supplier to indemnify the Procuring Entity with respect to patent infringement

	35 Change in Laws and Regulations
35.1 If after the deadline for submitting bids any law, regulation, ordinance, order or bylaw having the force of law is enacted, promulgated, abrogated, or changed in the place of Rwanda where the Site is located (which shall be deemed to include any change in interpretation or application by the competent authorities) that subsequently affects the Delivery Date and/or the Contract Price, then such Delivery Date and/or Contract Price shall be correspondingly increased or decreased, to the extent that the Supplier has thereby been affected in the performance of any of its obligations under the Contract.  

35.2 Notwithstanding the foregoing, such additional or reduced cost shall not be separately paid or credited if the same has already been accounted for in the price adjustment provisions where applicable, in accordance with GCC Clause 14.



	36 Force Majeure
36.1 The Supplier shall not be liable for forfeiture of its Performance Security, liquidated damages, or termination for default if and to the extent that its delay in performance or other failure to perform its obligations under the Contract is the result of an event of Force Majeure.

36.2 If a Force Majeure situation arises, the Supplier shall promptly notify the Purchaser in writing within five (5) days of such condition and the cause thereof. The party claiming Force Majeure shall use its persistent, good faith and commercially reasonable efforts to overcome the event of Force Majeure. Unless otherwise directed by the Purchaser in writing, the Supplier shall continue to perform its obligations under the Contract as far as is reasonably practical, and shall seek all reasonable alternative means for performance not prevented by the Force Majeure event.

	37 Change Orders and Contract Amendments
37.1 The Procuring Entity may at any time order the Supplier through notice in accordance GCC Clause 8, to make changes within the general scope of the Contract in any one or more of the following:

(a) drawings, designs, or specifications, where Goods to be furnished under the Contract are to be specifically manufactured for the Purchaser;

(b) the method of shipment or packing;

(c) the place of delivery; and 

(d) the Related Services to be provided by the Supplier.

37.2 If any such change causes an increase or decrease in the cost of, or the time required for, the Supplier’s performance of any provisions under the Contract, an equitable adjustment shall be made in the Contract Price or in the Delivery/Completion Schedule, or both, and the Contract shall accordingly be amended.  Any claims by the Supplier for adjustment under this Clause must be asserted within thirty (30) days from the date of the Supplier’s receipt of the Procuring Entity’s change order.

37.3 Prices to be charged by the Supplier for any Related Services that might be needed but which were not included in the Contract shall be agreed upon in advance by the parties and shall not exceed the prevailing rates charged to other parties by the Supplier for similar services.

37.4 Subject to the above, no variation in or modification of the terms of the Contract shall be made except by written amendment signed by the parties and in the limits provided for by the law on public procurement as modified and completed to date.



	38 Extensions of Time
38.1 If at any time during performance of the Contract but not later the period specified in SCC, the Supplier or its subcontractors should encounter conditions impeding timely delivery of the Goods or completion of Related Services pursuant to GCC Clause 12, the Supplier shall promptly notify the Procuring Entity in writing of the delay, its likely duration, and its cause.  As soon as practicable after receipt of the Supplier’s notice, the Procuring Entity shall evaluate the situation and may at its discretion extend the Supplier’s time for performance, in which case the extension shall be ratified by the parties by amendment of the Contract. Unless and until the Supplier receives a notification of the new extended delivery date, there shall be no extension to the date.
38.2 Except in case of Force Majeure, as provided under GCC Clause 31, a delay by the Supplier in the performance of its Delivery and Completion obligations shall render the Supplier liable to the imposition of liquidated damages pursuant to GCC Clause 25, unless an extension of time is agreed upon, pursuant to GCC Sub-Clause 33.1.

	39 Termination
39.1 Termination for Default

(a) The Procuring Entity, without prejudice to any other remedy for breach of Contract, by written notice of default sent to the Supplier, may terminate the Contract in whole or in part:

(i) if the Supplier fails to deliver any or all of the Goods within the period specified in the Contract, or within any extension thereof granted by the Procuring Entity pursuant to GCC Clause 33; 

(ii) if the Supplier fails to perform any other obligation under the Contract; or

(iii) if the Supplier, in the judgment of the Procuring Entity has engaged in fraud and corruption, as defined in GCC Clause 3, in competing for or in executing the Contract.

(b) In the event the Procuring Entity terminates the Contract in whole or in part, pursuant to GCC Clause 34.1(a), the Procuring Entity may procure, upon such terms and in such manner as it deems appropriate, Goods or Related Services similar to those undelivered or not performed, and the Supplier shall be liable to the Procuring Entity for any additional costs for such similar Goods or Related Services.  However, the Supplier shall continue performance of the Contract to the extent not terminated.

39.2 Termination for Insolvency. 

(a) The Procuring Entity may at any time terminate the Contract by giving notice to the Supplier if the Supplier becomes bankrupt or otherwise insolvent.  In such event, termination will be without compensation to the Supplier, provided that such termination will not prejudice or affect any right of action or remedy that has accrued or will accrue thereafter to the Purchaser

39.3 Termination for Convenience.

(a) The Procuring Entity, by notice sent to the Supplier, may terminate the Contract, in whole or in part, at any time for its convenience.  The notice of termination shall specify that termination is for the Procuring Entity’s convenience, the extent to which performance of the Supplier under the Contract is terminated, and the date upon which such termination becomes effective.

(b) The Goods that are complete and ready for shipment within thirty (30) days after the Supplier’s receipt of notice of termination shall be accepted by the Procuring Entity at the Contract terms and prices.  For the remaining Goods, the Procuring Entity may elect: 

(i) to have any portion completed and delivered at the Contract terms and prices; and/or

(ii) to cancel the remainder and pay to the Supplier an agreed amount for partially completed Goods and Related Services and for materials and parts previously procured by the Supplier.

	40 Assignment
40.1 Neither the Procuring Entity nor the Supplier shall assign, in whole or in part, their obligations under this Contract, except with prior written consent of the other party.

	41 Export Restriction
41.1 Notwithstanding any obligation under the Contract to complete all export formalities, any export restrictions attributable to the Procuring Entity, to Rwanda, or to the use of the products/goods, systems or services to be supplied, which arise from trade regulations from a country supplying those products/goods, systems or services, and which substantially impede the Supplier from meeting its obligations under the Contract, shall release the Supplier from the obligation to provide deliveries or services, always provided, however, that the Supplier can demonstrate to the satisfaction of the Procuring Entity and of RPPA that it has completed all formalities in a timely manner, including applying for permits, authorizations and licenses necessary for the export of the products/goods, systems or services under the terms of the Contract.  Termination of the Contract on this basis shall be for the purchaser’s convenience pursuant to Sub-Clause 39.3.




	Section VII.  Special Conditions of Contract

	The following Special Conditions of Contract (SCC) shall supplement and / or amend the General Conditions of Contract (GCC).  Whenever there is a conflict, the provisions herein shall prevail over those in the GCC.
[The Procuring Entity shall select insert the appropriate wording using the samples below or other acceptable wording, and delete the text in italics]

	GCC 2.1(i)
	The Procuring Entity is: [Insert complete legal name of the Purchaser] 

	GCC 2.1 (n)
	The Project Site(s)/Final Destination(s) is/are: [Insert name(s) and detailed information on the location(s) of the site(s)]  

	GCC 3.2 (b)
	The version edition of INCOTERMS shall be [insert date of current edition]

	GCC 10.1
	The language shall be:  [insert the name of the language] 

	GCC 12.1
	For notices, the Procuring Entity’s address shall be:

Attention: [ insert full name of person, if applicable]
Street Address: [insert street address and number]
Floor/ Room number: [insert floor and room number, if applicable]
City: [insert name of city or town]
Telephone: [include telephone number, including country codes]
Facsimile number: [insert facsimile number, including country codes]
Electronic mail address: [insert e-mail address, if applicable] 

	GCC 13.
	The governing law shall be the laws of Rwanda

	GCC 9.2
	The rules of procedure for dispute settlement proceedings pursuant to GCC Clause 14 shall be as follows:

Option for mediation:

“If the parties fail to resolve the dispute by the method of amicable settlement, the dispute shall be submitted to mediation in accordance with Kigali International Arbitration Centre mediation rules in force in a period of thirty (30) days from the date the request for mediation was submitted”.    

Parties agree to share equally the costs of the mediation but which shall not include the expenses incurred by each party for its own legal representation.”
Option for litigation: 

“If the parties cannot settle the dispute amicably or by mediation within thirty (30) days after appointment of the mediators, the matter shall be referred to national courts of competent jurisdiction.”

Option for arbitration:

(i)  “Any dispute or difference between the Parties as to the interpretation or implementation of this Agreement or in respect of any matter or thing arising under, out of or in connection with this Agreement that cannot be settled by amicable settlement or mediation (when provided for), shall be settled by arbitration in accordance with Kigali International Arbitration Centre (KIAC)  rules.

(ii) The number of arbitrators to the proceedings shall be …..(Choose the number of arbitrators/can be one or three).

(iii) The seat for arbitration shall be ……… (Choose the seat).

(iv) The language for arbitration proceedings shall be …..(Choose the language). 

(v) The award rendered by the arbitrator(s) shall be final and binding and shall be enforced by any Court of competent jurisdiction. The party seeking enforcement shall be entitled to an award of all costs including legal fees to be paid by the party against whom enforcement is ordered.

In case the other party wishes to use a different arbitration mechanism namely UNICTRAL, EACJ, or any other the Procuring Entity shall seek for advice from the Ministry of Justice/Attorney General’s Office.

Notwithstanding any reference to arbitration herein, the parties shall continue to perform their respective obligations under the Contract unless they otherwise agree; and the Procuring Entity shall pay the Supplier any money due the Supplier.


	GCC 17
	Details of Shipping and other Documents to be furnished by the Supplier are [insert the required documents, such as a negotiable bill of lading, a non-negotiable sea way bill, an airway bill, a railway consignment note, a road consignment note, insurance certificate,  inspection certificate issued by nominated inspection agency, Supplier’s factory shipping details etc].
The above documents shall be received by the Procuring Entity before arrival of the Goods and, if not received, the Supplier will be responsible for any consequent expenses.

	GCC 19
	The prices charged for the Goods supplied and the related Services performed [insert “shall” or “shall not,” as appropriate] be adjustable.

If prices are adjustable, the following method shall be used to calculate the price adjustment [see attachment to these SCC for a sample Price Adjustment Formula]


	(i)
On Shipment: The Supplier shall be paid Seventy (70) percent of the Contract Price of the Goods shipped upon presentation of all shipping documents including the bill of lading, insurances and any other required document according to the INCOTERMS used.
(ii) On Acceptance:  Ten (10) percent of the Contract Price of Goods received shall be paid within forty (45) days of receipt of the Goods upon submission of claim supported by the acceptance certificate issued by the Procuring Entity.

Payment of local currency portion shall be made in 
 [currency] within forty (45) days of presentation of claim supported by a certificate from the Procuring Entity declaring that the Goods have been delivered and that all other contracted Services have been performed.

All payments will be made within fifteen (45) days after receipt and approval of the supplier’s invoice and shall be paid to the following account:
Account Holder:
……………………..

Account number: 
…………………

Bank Name: 
………………

Bank Address:
………………..

Note: Payment can be made through confirmed and irrevocable letter of credit opened in favor of the Supplier in a bank in its country, upon submission of documents specified in GCC Clause 12 upon approval by the Ministry of Finance and Economic Planning.


	

	GCC 22.1
	A Performance Security [ insert “shall” or “shall not” be required]
[If a Performance Security is required, insert “the amount of the Performance Security shall be: [insert amount] 

[The amount of the Performance Security is usually expressed as a percentage of the Contract Price. The percentage varies according to the Procuring Entity’s perceived risk and impact of non performance by the Supplier. A percentage(%) between 5 and 10 is used under normal circumstances] 

	GCC 22.3
	If required, the Performance Security shall be in the form of :  [insert “a Bank  Guarantee” or ”]
If required, the Performance security shall be denominated in [insert “a freely convertible currency acceptable to the Procuring Entity” or “ the currencies of payment of the Contract, in accordance with their portions of the Contract Price”]

	GCC 22.4
	Discharge of the Performance Security shall take place: [ insert date if different from the one indicated in sub clause GCC 17.4]

	GCC 27.2
	The packing, marking and documentation within and outside the packages shall be:  [insert in detail the type of packing required, the markings in the packing and all documentation required]   

	GCC 28
	The insurance coverage shall be as specified in the INCOTERMS.

If not in accordance with INCOTERMS, insurance shall be as follows:
[insert specific insurance provisions agreed upon, including coverage, currency an amount]

	GCC 29
	Responsibility for transportation of the Goods shall be as specified in the INCOTERMS. 

If not in accordance with INCOTERMS, responsibility for transportations shall be as follows: [insert “The Supplier is required under the Contract to transport the Goods to a specified place of final destination within Rwanda, defined as the Project Site, transport to such place of destination in Rwanda, including insurance and storage, as shall be specified in the Contract, shall be arranged by the Supplier, and related costs shall be included in the Contract Price”; or any other  agreed upon trade terms (specify the respective responsibilities of the Procuring Entity and the Supplier)]

	GCC 30.1
	The inspections and tests shall be: [insert nature, frequency, procedures for carrying out the inspections and tests]

	GCC 30.2
	The Inspections and tests shall be conducted at: [insert name(s) of location(s)]

	GCC 31
	The liquidated damage shall be: [insert number] % per day
The maximum amount of liquidated damages shall be: [insert number] %
Once the contract is not terminated while the maximum of liquidated damages of 5% is reached, the contract extension shall not exceed [insert time period ]

	GCC 32.3
	The period of validity of the Warranty shall be: [insert number] days 
For purposes of the Warranty, the place(s) of final destination(s) shall be:

[insert name(s) of location(s)]

	GCC 32.5
	The period for repair or replacement shall be: [insert number(s)] days.

	GCC 32.6
	The period for repair the defect shall be: [insert number(s)] days.

	GCC 38
	The period for notification of the cause and the likely duration of delay [insert time period]


	Section VIII.  Contract Forms


Table of Forms

871. Contract AgreemenT……………………………………………………………

882. Performance Security…………………………………………………………



1. Contract Agreement
This CONTRACT hereinafter referred to as the “Contract” is entered into by and between the Government of Rwanda represented by Mr/Mrs/Ms……………………, the ……………… of the Ministry of ………/name of the Public Institution (Hereinafter referred to as “the Procuring Entity” and …………….. Ltd/Co, ........ incorporated in (Country) ………………… under the Registry number ……………………. Represented by Mr/Mrs/Ms ……………………….., ID/PC N°………………………………………..issued at………………………………………the ……………… of the company Hereinafter referred to as the “Supplier”

WHEREAS

(a)
the Procuring Entity has requested the Supplier to supply goods and related services as specified in the General Conditions of Contract attached to this Contract (hereinafter called the “Goods”);

(b)
the Supplier, having represented to the Procuring Entity that they have the required capacity, have agreed to supply the goods and related services on the terms and conditions set forth in this Contract;

(d) the Procuring Entity has received funds from the [Insert the name of the funding Institution], hereinafter called the (“Funding Institution”) towards the cost of the goods and related services and intends to apply a portion of the proceeds of these funds to payments under this Contract;

Or (c) the Procuring Entity has received Government funds and intends _______

Or (c) the Procuring Entity has decided to allocate a portion of its own budget to finance ________  

NOW THEREFORE the parties hereby agree as follows:

3. The following documents attached hereto shall be deemed to form an integral part of this Contract:

(a)
The General Conditions of Contract;

(b)
The Special Conditions of Contract;

(c)
The list of goods, technical specifications and supply requirements

(d)
Contract negotiations minutes 

(e)
The bidding document;

(e)
The bid 

4. The mutual rights and obligations of the Procuring Entity and the Supplier shall be as set forth in the Contract, in particular:

(a)
the Supplier shall supply the goods and related services in accordance with the provisions of the Contract; and

(b)
the Procuring Entity shall make payments to the Supplier in accordance with the provisions of the Contract.

IN WITNESS WHEREOF, the Parties hereto have caused this Contract to be signed in their respective names as of the day and year hereunder written.

For and on behalf of [name of the Procuring Entity]
[Authorized Representative]
For and on behalf of [name and legal status of Supplier]
[Authorized Representative]
� 	In this context, any action taken by a bidder, supplier, contractor, or a sub-contractor to influence the procurement process or contract execution for undue advantage is improper.


� 	“another party” refers to a public official acting in relation to the procurement process or contract execution].  In this context, “public official” includes World Bank staff and employees of other organizations taking or reviewing procurement decisions.


� 	a “party” refers to a public official; the terms “benefit” and “obligation” relate to the procurement process or contract execution; and the “act or omission” is intended to influence the procurement process or contract execution.


� 	“parties” refers to participants in the procurement process (including public officials) attempting to establish bid prices at artificial, non-competitive levels.


� 	a “party” refers to a participant in the procurement process or contract execution.


� 	It is therefore important that the Procuring Entity maintain a complete and accurate list of recipients of the Bidding Documents and their addresses.


� 	 “another party” refers to a public official acting in relation to the procurement process or contract execution].  In this context, “public official” includes World Bank staff and employees of other organizations taking or reviewing procurement decisions.


� 	a “party” refers to a public official; the terms “benefit” and “obligation” relate to the procurement process or contract execution; and the “act or omission” is intended to influence the procurement process or contract execution.


� 	 “parties” refers to participants in the procurement process (including public officials) attempting to establish bid prices at artificial, non competitive levels.


� 	a “party” refers to a participant in the procurement process or contract execution.
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