The LNM Institute of Information Technology, Jaipur

TENDER NOTICE

“The LNM Institute of Information Technology, Jaipur is a Deemed-to-Be-University, setup as a Non-Profit Making institute located at Gram-Rupa Ki Nangal, Post-Sumel, Via-Jamdoli, Jaipur, Pin 302031 Rajasthan, under the joint venture of Government of Rajasthan and Lakshmi & Usha Mittal Foundation.

The institute invites proposal from competent vendors for “IT Facility Management Services”.
Bidders can submit their sealed offer/s at the following address by Speed-post/Registered Post/By-hand (but not by Courier) before 05:00 PM on 30.10.2022.

Bids shall be addressed to the undersigned and deposited in the tender box available at main gate of Institute after marking due entries.

Director
The LNM Institute of Information Technology,
Gram – Rupa Ki Nangal, Post – Sumel,
Via – Jamdoli, Jaipur- 302031
Email: directoroffice@lnmiit.ac.in

[bookmark: _GoBack]Bidders can also submit their offer/s via Email with password protected document/file at the below mentioned email IDs (E-mail must have sent on both mail ID) before 05:00 PM on 30.10.2022.

The Password protected document/file to be sent to purchase officer at the email id: purchase.officer@lnmiit.ac.in, quote@lnmiit.ac.in and password should be sent to Chairman-PCC at the email id: chairman.pcc@lnmiit.ac.in .  

purchase.officer@lnmiit.ac.in, quote@lnmiit.ac.in
chairman.pcc@lnmiit.ac.in
Bid Process: 

Technical & commercial details of the offer shall be enclosed in two separate envelopes/ files, duly marked as “Technical Bid for IT Facility Management Services” and “Financial bid for IT Facility Management Services”. Both Envelopes / files shall be enclosed in a single envelope / mail bearing the heading “Bid for IT Facility Management Services”. Bids are liable to be rejected if any or both technical or commercial offers are found in open condition or required information is not found with the offer.



1. Terms & Conditions
                   IT Facility Management Services (FMS) 
Broad outline of the scope of the work to provide end-user and maintenance service by an outsourcing agency for the institute intranet is given below.
It may be noted that this is a nonprofit making educational and research institute which ultimately will have 107 faculty members and officers/staff and 2200 students. At present total number of people (including all) are about 2400

1.1. Help Desk

· To provide single point support for all IT related issues Logging of calls received from various Users. 9 AM to 6 PM For Helpdesk and Flexible (with in shift) with AV Support Services and user's services. 
· To help users, solve their computer hardware and software related problems.
· Installation and updates of Operating systems (Windows, Linux, Mac) and their maintenance. And installation of various standard application software’s and its support.
· Handing of problems related to internet connectivity.
· Creation and Support on mailboxes.
· Routine preventive maintenance.
· Coordination with OEM’ S for support on hardware i.e., CPU, Monitor, Hard disk, and other hardware parts.
· Creation of new network nodes when required.
· Installation and maintain sound system and projector in lecture halls and other places.
· Other Hardware Service Support like: - Printer, Scanners, Cables, UPS, Multimedia Projector etc.
· Tracking of calls to final resolution 
· Escalation of unresolved calls 
· Antivirus control and update


1.2. Management of IT Resources

· Creating database of all hardware resources with details like location, Configuration details, Serial number etc.
· Assigning asset identification number to all items of hardware.
· Creating database of all software resources with details like location, license, version etc.
· Coordination with vendors for installation / up gradation of new hardware as per order placed by the LNMIIT.
· Updating database regarding all new installations, movement within or out of the office, configuration changes etc.
2. Server Administration
2.1. Server Installation, Configuration and Maintenance Support Installation and configuration Support for servers and switches/router Consists of:   

· Basic installation, basic configuration support for server and Network switches / router Consists of software on the management station and managed nodes.
· Server types: - DNS, DHCP, Web, Mail, LDAP, AD, Database, Proxy, Storage, Print, Firewall, NMS, VMS, File, Antivirus and other application server like MATLAB, Solid works, Lab View, Vivado, ARM, Library Server, etc. 
· Un-installation, re-installation, and basic installation associated with product Update. 
· Ensure the confidentiality of data.
· Routine preventive maintenance.
· Regular backups. 
2.2. Security service 
· Implement and maintain various services/software to ensure information, system and network security against like intrusion, attacks, eavesdropping, Spam, Viruses malware, ransomware etc.
2.3. Network- Intranet 
· The entire Network monitoring and maintenance.
· Routine preventive maintenance.
· Maintain IP PBX Server.
· Maintain UTM and Firewall
· Implementations of network & security policy.

3. Required Recourses 
To carry out the above activities the vender should have onsite the necessary Number of qualified personnel whose number should be a minimum of required resource.

4. Qualifications and Experience

Server Support Engineer:
· Qualification: Graduates or Three Years Diploma holders from a reputed university and Red Hat and Microsoft Certified. 
                         
· Experience: Minimum 3 years of experience in relevant domain
· Skill Required: 
· Proficiency in Linux/Unix and Windows Servers, SAN/NAS Storage Server.
· Proficiency in Computer Hardware (Desktop/Server Systems/Network)
· Experience with Virtualization Software (eg-VMware, Hyper-V, KVM, Virtual Box, Docker)
· Desirable:
· Should be flexible with working hours during crucial phase of operation.
· Knowledge of installing, configuration, and troubleshooting (Server/VM/Desktop)
· Linux/Windows Server based environments.
· Knowledge of Server security, Backup and redundancy strategies.
Network Engineer:
· Qualification: Graduates or Three Years Diploma holders from a reputed university      
                         / Institute and CCNA Certified.
· Experience: Minimum 3 years of experience in relevant domain
· Skill Required: Proven hands-on network engineering experience
CCNP or higher (CCIE and/or CISSP highly valued)
Deep understanding of networking protocols (e.g., IPSEC, HSRP, BGP, OSPF, 802.11, QoS)
Solid understanding of the OSI or TCP/IP model
Hands-on experience in network deployment, configuration monitoring, diagnostic and analytics.

Help Desk Engineer:
· Qualification: Graduates or Three Years Diploma holders from a reputed    
	    university / institute
·  Experience:  Minimum 3 years of experience in relevant domain
·  Skill Required:  Proficiency in Linux/Unix and Windows operating system
Advanced knowledge of computer hardware systems, chipsets, memory modules, and peripherals
Knowledge of popular operating systems, software applications, and remote connection systems
Ability to solve complex hardware and software issues
5. The services should be available on all days:
All Personnel except AV Support on weekdays from 9:00 AM to 6:00 PM and 1 personnel on Sunday from 10:00 am to 5:00 pm. In case of an urgent need the services of the engineers may also be requisitioned on holidays and nighttime
For AV Support Services – (Flexible Shift) Shift1- 7:00AM – 3:00 PM, Shift2- 10:00 AM – 7:00 PM)

6. Log Maintain
To assist in carrying out the above activities the company must maintain (manually or through an application) the following       
· Inventory Register (Maintain by Help Desk Eng.) - Details of all DIT hardware and software whether covered under maintenance or not. 
· Call Register (Maintain by Help Desk Eng.)  –To log all Calls received from the users. 
· Vendor Register (Maintain by Help Desk Eng.) – Details of call third party vendors and details of calls logged with these Vendors.
· Network Activity log register (Maintain by Network Eng.)
· Server Activity log register and Server documentation (Maintain by the Server Eng.)

7. Services Levels 
All reported and observed problems will be classified in 3 severity levels.
· Severity level 1 (S- 1):  A Problem affecting lager number of users (all the user of campus or academic area or labs or hostel) where critical applications and services are unavailable.
· Severity level 2 (S- 2):  A Problem that has significant impact on one or more users (Lecture Hall or research labs etc.) and there is potential academic or research impact.
· Severity level 3 (S- 3):  Non-Critical Single user impact,               

8. Services norms metrics (in between 9:00 AM to 6:00 PM) 

	Severity level
	Response time
	Resolution time

	S -1
	Immediate 
	30 Min.

	S -2
	1 hour
	2 hours

	S -3
	2 hours
	8 hours




9. Violation
· Any call not closed with in stipulated time (as per section 5) will treat as a violation.
· Required number of engineers is not available in premises in specified time will treat as a violation                                                                                                                                                  
All violation affects quarterly payment of services charges to FM vendor as follow:
· 1 to 10 violations: one day services fee for each violation will be deducted. 
· More than 10 violations: the proportionate services fee for one month will be deducted.
· More than 50 violations: the contract will be reviewed by technical committee. The committee may consider to termination of contract.


Technical Bid: (in separate sealed envelope)

Facility Management Services (FMS)

	Resource Type
	Qualification
With Specialization
	Experience
(In Years)
	Remarks

	Server Support Engineer
	
	
	

	Network Engineer
	
	
	

	Help Desk Engineer
	





	
	




*Resource person type and quality will be decided by the LNMIIT on the time of finalization.




Financial Bid: (in separate sealed envelope)

Facility Management Services (FMS)

	Payment Details
	Rate per resource per year 

	Server Support Engineer
	

	Network Engineer
	

	Help Desk Engineer
	

	Yearly Increase (%)
	




*Price including manpower, taxes, statutory obligations, chargeable i.e. including all excluding service tax (payable only if applicable). 

1. Taxes like GST shall be clearly mentioned. If nothing is mentioned, these charges shall be deemed included.
2. The prices should be including all (Packing, forwarding, Transit Insurance, Transportation Loading/unloading, and Installation etc.)
3. Bid should be submitted for F.O.R delivery at the destination i.e. The LNM Institute of Information Technology, Gram – Rupa Ki Nangal, Post – Sumel, Via – Jamdoli, Jaipur- 302031
4. Bid should be valid for a minimum period of 30 days. The Change in prices shall not be accepted within the validity period.
5. The LNMIIT reserves the right to reject any quotation(s) without assigning any reasons.
6. Payment terms shall be decided mutually.
7. There should not be any conflict of interest (Declaration to be submitted by the Vendor).
8. Bid should be on company’s letterhead.
9. Vendor should provide photocopy of the cheque/cancelled cheque while presenting the Invoice to LNMIIT.
All charges applicable shall be clearly mentioned with the offer. If nothing is mentioned in the offer, the quoted price shall be treated as final and nothing extra shall be paid extra. 

Signature with seal

