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1. Project Scope of work

1.1. Service Desk and System Administration

Scope of work

Provides a single point of contact (SPOC) for end-user’s support.

Receive all calls, emails and tickets on incidents and requests L1.

Handles day-to-day users’ issues, end-user calls, and related service issues. Only escalates them to the
second-tier support when necessary.

Deployment, distribution of updates, Backup, patches and service packs based on approved Change
requests for DC servers.

First Level Support, maintain and manage first call resolution model of incidents quickly effectively, and
to make sure that all requests are followed up.

Second level support for break/fix, configuration issues, troubleshooting software installation including
in-house hardware repair and handle escalated issues from L1.

Communicate with vendors for Application support and Under warranty hardware support such as unit
and spare parts replacement.

Generate application reports upon management request.

Ensure all calls will be logged and have the measurement and tracking processes are followed.
Coordinate Incident Management activities and manage lifecycle.

Build and maintain knowledge base to improve user self-help and internal team to reduce the number
of calls.

Periodic reports and graphs (KPIs, Incidents, Service Desk Performance, backlogs etc.) and distribute
accordingly to appropriate management and groups.

ITIL-aligned Service Desk function

Accept call related for premises assets and route them to appropriate Premises Help Desk (e.g. problem
on telephones, fax, chairs, desk etc.) required to be able in communicate in both Arabic/English
languages.

Create/remove end users AD accounts.
Window Server installation and configuration as per requirement from application department.

e Active directory creating new Group policy as per requirement from Management.
e Coordinating with Different Vendors for Clusters and Server related issues.
e Handles Azure active directory requirement for SSO.
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e CA Certificate Authority and generating local certificate for local systems.
e Managing Databases administration activity.
e Quarterly Preventive maintenance

1.2. End-User support

Scope of work

e Provides service and support to all end users.

e Deployment, distribution of updates, patches and service packs based on approved Change requests
for end user devices

e End user Hardware includes Level one support for End-User Hardware.

e Utilize existing Service Management System and update Service Desk on tickets assigned.

e Maintain onsite engineers located at remote sites to provide support and respond to any issues that
may arise. Based on the expansion and projected for new sites.

e Install and configure new End-User Hardware

e Provide service in moving end user Hardware from one location to another in same building, Hardware
relocation and installation from site to site.

e Mobile application first level support

e Field engineers required to be able in communicate in both Arabic/English languages.

1.3. Assets Management Service

Scope of work

e Updating Asset Database and provide related report monthly.

e Manage and maintain Hardware as in BOQ Equipment Asset / Supplies inventory

e Proactively run periodic inventory check on Hardware software license.

e Facilitate Hardware shipping/distribution to the sites and maintain the record for shipment tracking
and delivery statues to the sites.

1.4. LAN Service:

Scope of work
e Create new NW points, relocate current NW points (Materials Awqaf will provide).
e Cable rearrangement inside cabinets
e NW points management & support including its cables, wall mount, .... etc.
e Patch panels maintenance and support.
e UTP & Fiber cabling and SFP support and maintenance.
e Add/install new devices such as (router, switches, etc.)
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1.5. Wireless Networks Service:

Scope of work

e Add/install new Access points devices
e Current Access points support
o Test wireless coverage inside the premises.

2. BOQ:

2.1. Organization Hardware & Staff:

Data Current

Access Points Cisco 35
Network points 500
Patch Panels 30
PC HP Eliteone 400
IMAC Apple 3

IP Phone cisco 8845 350
FUJITSU Image Scanner fi-7700S 5

Fujitsu fi- 7160 10
Ipad Pro 11 24
Laptops 200
Samsung (55"- 65" -75") TV 20
Samsung FLIP WM55H 10
Barco Clickshare CSE-200 wireless presentation 5

HP Color Laserlet Pro 30
Jabber Mobile 150
Fingerprint reader ZKT 30
Organization Size (Staffs) 450
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2.2. Data Center

Windows server 2016 and above.

Operating System o o
Red Hat Enterprise Linux for SAP Applications.

Acropolis Hypervisor AHV

Virtualization - -
VMware Hypervisor Esxi

Nutanix HCl XC740xd-24 (6 Node)
Nutanix HCI XC640-4 (3 Node)

Hardware
Nutanix HCl NX-8235-G7 (6 Node)
Standalone servers for Management
Storage NetApp E2800
Database Windows SQL 2016

Office 365 for now then we will migrate it to
on- premises:

Exchange

SharePoint

Systems and Applications -
One drive

Active directory 2016
DNS and DHCP 2016

1S
Backup Veeam backup solution
. . G - . ) Aadiall A8
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3. Service Window & Service Level Agreement (SLA)

3.1. End user support and Service Desk SLAs

End user support Service window & Service Level Agreement (SLA)

End user support 8/5 Onsite English & Arabic
Emergency support 24/7 On-call English & Arabic

*Eid & official holidays times to be covered as part of the service window.
* Apart from the Managed services Four dedicated onsite resource required at Awqaf HO.

SLAs End user Support and Service Desk
Severity Response Time Resolution Time
P1 — Critical 15 Min 4 Hours
P2 — High 15 Min 6 hours
P3 — Medium 15 Min 8 Hours
P4 — Low 15 Min 12 Hours
PS5 Service 2 Hour 3 Working days
Jad) mali e 58

el 1 5 A e Jaadl (Ui iy silasall o5

Jlee¥) LdT <4 59

1.1. Geographical locations

Tl 3,
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Location i;atr::;
Riyadh HO Active
Riyadh Branch Active
Court of Personal Status in Riyadh Office Active
Makkah Active
Madinah Active
Jeddah Active
Dammam Active
Al ihsa Active
Buridah Active
Taif In-Active
Jazan In-Active
Assir In-Active
Al Baha In-Active
Hail In-Active
Al jouf In-Active
Tabouk In-Active
Arar In-Active
Najran In-Active

Sy clwsll Jsia 60

Price for 1 Year
(SAR)

Description Price for 1 Month (SAR)

Total price to cover Managed
service for below 5 main
functional Area of Awqaf

dadall b
34 (326 et
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1. End User Support.
2. Service Desk (SD).
3. LAN Support.

4. Wireless network
support.

5. Assets Management.
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